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Leading in a Culture of Cha

ng

By: Dawn Villiard 6 Office Leader

If you ask people to brainstorm words to describe change, they come up
with a mixture of negative and positive terms. On the one side, fear,
anxiety, loss, danger, panic, on the other side, exhilaration, risk tak-

ing, excitement, improvements, and energizing . For better or worse,
change arouses emotions, and when emotions increase, leadership i
vital for creating positive change. Recently for school, | watched a
video about managing change that really had an impact on me and |
want to share with all of you some of the key messages in the video

2]

First, the speaker n CGhangelisoikafrthe &0 e x
variables that remain a constant. Change provides for us greater oppor-
tunities and we have to be constantly looking for it, not waiting for it to
find us. What wused to wor k, doesno
change is growing faster and faster. To stay even, we have to accept
change, to get ahead we must be| ab

drive change we will not get ahead. Second, if we are still doing the

same thing we were doing five years

more, too much time has passed us by. People tend to stay where they

are comfortable and I ike the AfAst
type of person that likes the status quo and protects our surroundings
and organization from outside influences, those surroundings will close
in on us. Those that step out of their comfort zone are the ones that
will succeed.

| nDe¥eloping the Leader withihYoud by John Maxwel

as leaders we are also considered to be change agents. As change

agents, we must be out in front to encourage change, growth within our
teams and then be able to show or lead the way to bring it about. Asg
leaders, we also need to understand why people resist change and then
create a climate for change. Typically, Maxwell explained that people
resist change for a number of re
di srupts our routine, creates feg
match the effort, the purpose of the change is unclear, people are tog
satisfied with the way things are and change may mean personal loss|,
In order to create a climate for change Maxwell suggested that leaders
create a model for change that 4
change. Mine is listed on Page 11:

as

ar
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The Auto World is a Changing

By: Steve Andersond Founder

As Bobby and Steve's Auto World enters it's 14th year, we find ourselves evolving.Partly due to necessity,
mostly due to desire to be better. In the next three years our owners have committed well over $250,000

We are committed to YOU. During this evolution we will need to communicate our "direction/action
steps" to the teams so that everyone gets to their correct seat on the correct bus.Just a few areas | would
like to share so far:

1)_Using the Pegasus and web site for open positions- we believe to offer a future for our team mates we
must promote from with -in first. So leaders if you have a position available contact Carolyn Greene (we
site) or Andrea (Pegasus) and have them post your needs for everyone to see.

2) Succession Planning We want to become better at planning for "our" futures. Our goal is to do a per-
formance review for every team member and leader in the next few months. At that time we will be assess-
ing where have you been, where are you today and most important... where are you going ?!Each station
already has an organizational flow chart showing all the leadership positions and who reports to
whom. We want to create the "On Deck Circle" for each of these leadership positions. This means that
anyone that wants to become a leader should lobby their operations leader to be the "On Deck" person. A
an AAion decko person, you wil!/ be educated fully
comes that the leadership spot "opens up"b an g, vy d bebewveahisiwii help us acknowledge our peo-
ple that are committed and want a future with us.

3) New leadership positions: Part of our evolution includes the blending of the department leaders
amongst all the stores. We then look for the "best of the best" to become the "instructor" of the entire
team. This person will not only have to be the best in their trade, they also have to be able educate and lea
the rest of the department leaders. It is possible that when we open the " Bobby & Steve's Auto World Uni-
versity " that these instructors will not do their "day jobs" any longer and instead just educate the new peo-
ple coming in.

Remember | started working at the Bloomington store in 1978 pumping peoples gas and washing their win-
dows. Succession planning works! Get involved.

POSITIONS AVAILABLE:

Sept. 2010: Eden Prairie will be rebuilt and need a full crew, 4 Certified Technicians, 4 Lube
Technicians, 1 Lube Leader, 1 Deli leader, 1 Store Leader, 1 Wash leader, 3 Service writers. 1
overnight store leader. Please express your interest to your current own-

ers. Also, we are com(i)ng up with a referral BONUS for anyone that brings

HICERAY S

rs have committed well

of their own money for education and guidance to make BSAW the world class business we know it can be.

(=)
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er $250,000 of their own
money for education and
guidance to make BSAW the
world class business

we know it can be
We are committi
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Are We a Bucket Filler or a Bucket Digg#rer o

cket is full of

this emotional

By: Kip Studaker & Operations Leader
support, one can

We have heard of the bucket that overflowed. Well, we all have a bucket and it is an in- express warligy

visible bucket. It determines how we feel about ourselves, about others and how we gej f r i end |l i
along with people. Have you ever experienced a series of very favorable things whicl
made you want to be great to people for a week? At that time, your bucket was full.

A bucket can be filled by a lot of things that happen. When a person speaks to us, recognizing us ag human
being, our bucket is filled a little. It will be even more filled if they call us by name, especially if it is the name
we like to be called. If they compliment us on a job well done, the level in our bucket goes up still higher.
There must be a million ways to raise the level in another's bucket. Writing a friendly letter, remembering

something that is special to them, knowing the names of their children, expressing sympathy for their loss, giv-
ing them a hand when work is heavy, taking time for conversation, or perhaps more important, listening to

them.

When one's bucket is full of this emotional support, one can express warmth and friendliness to people. How-

ever, remember, this is a theory about a bucket and a dipper. Other people have dippers and they can get their

dippers in your bucket. This, too, can be done in a million ways.

Letds say | am at a dinner and inadvertently knock
on a lady's shirt and down onto the carpet. | am embarrassed. "Bright Eyes" across the table says, "You upset

that Rockstar energy drink.” | made a mistake, | know | did, and then he told me about it! He has his dipper
in my bucket! Think of the times a person makes a mistake, feels terrible about it, only to have someone tell
him about the known mistake ("Red pencil* mentality!)

Buckets are filled and buckets are emptied. Emptied many times because we don't really think
about what we are doing. When our bucket is emptied, we are very different than when it is full.
When we say to a person whose bucket is empty, "That's a nice shirt you have on," they may re-
ply in a very irritated, defensive manner.

Although there is a limit to such an analogy, there are people who seem to have holes in their §—
buckets. When a person has a hole in their bucket, they irritate lots of us by attempting to get
their dipper in our buckets. This is when they really need somebody to pour it in their bucket
because they keep losing.

The story of our lives is the interplay of the bucket and the dipper. Everyone has both. The unyielding secret of
the bucket and the dipper is that when we fill another's bucket it does not take anything out of our bucket. The
level in our bucket gets higher when we fill another's, and, on the other hand, when we dip into another's
bucket we do not fill our own ... we lose a little.

For a variety of reasons, we hesitate filling the bucket of another and consequently do not experience the fun

joy, happiness, fulfillment and satisfaction connected with making another person happy. Some reasons for

this hesitancy are that people think it sounds "fakey" or the other person will be suspicious of the motive or it is
"brown -nosing."

@ Therefore, let us put aside our dipper and resolve to touch someone's life in order to fill their

bucket.

Q@
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We Won and it Feels Great!

By: David McCall i Service Leader

We had a great first quarter here at the Bloomington Auto World shop! Towing did a fantastic job at bringing

lots of cars back for us and inspiring confidence in the quality of our shop to the advocate. We had a lot of posi-
tive feedback about our towing staff at the service counter. Thanks you guys! Way to go!! You definitely had
a lot to do with the shop making our goals!

Dan Warnest, our towing leader did a great service for us by putting together a contest that really gave every;
one a chance to shine. Thank you, Dan.

Congratul ations to all the service team for everyt
feels great to win!

Thank you to Mr. Dan Mullin for fixing all the hard stuff that no one else could and helping to educate your
team in the process. You are a great asset to us. | am excited about all the shops working together to make
the best in our industry and look forward to the opportunities that we have ahead of us!

Strut Your Stuff, but Stuff Your Strut First

By: Erin Anderson d Office Leader

As a reflection of healthy self-esteem, communicating with confidence- not cockiness-can speak volumes about
ourselves. An era of personal confidence is the most obvious and immediate payoff to finding passion and con-
nection to our mission. Our expressions, our willingness to talk, all of these reflect this new strength. We have
a new cultivated confidence. It is amazing how much confidence others place in us, once we place it in our-
selves.

Rachel is truly the best CPA/book keeper in our company and Nathan is having a little GIRL in July !!

FOR SALE FOR SALE Libby is having PUPPIES (German wire hair pointers) The father has many hunting champion-
ship awards. Call Steve to reserve a puppy today!952-484-7920. They will be ready to go home with you on Jun 1.

An Example of Excellent Service!

By: Brett Boerboom -- Bloomington Advocate

\r(]esgegdra%/, % -10 | had the unfortunate mishap of my car breaking down. | was picking up my
fathér in Taw from the airport and on our way back home to WI. | called my insurance company

tep of th g ! . . .
e ey to have a tow and was given a quote of 25 minutes for a truck to arrive. To our surprise the truck

cluding a free carwash at
the end.

I work in the

to take it to your place for $70 and that we could get in immediately for service. What a savings
restaurant industry and

understand

of every step of the way, including a free carwash at the end. The gentlemen, Nate who helped u
at the shop, was courteous and straightforward with the diagnosis and quote, and the driver who
towed us was also very friendly and courteous. | work in the restaurant industry and understand
perfectly well how important customer service is, and well, | just want to say you folks did a fan-
tastic job. Most times people don't take the time to point it out or take it for granted. Thank you
it was much appreciated.

perfectly well ho

arrived in 10. We were also quoted $105 to tow it to a local shop in S St Paul. The driver offered

and blessing for us. Your immediate attention at the shop was appreciated. We were taken care

I

"
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Cause and Effect

interdependent on

each other and when

By: Nate Anderson-- Leader we put forth actions

that promote thi
Another quarter has come and gone but not before most of our team hit their goals. To i
start with towing hit their 2nd level goal and managed to drastically increase their tow
back numbers causing the shop to hit their goal as well. Steve Greiner has been leading
our tire inventory which most know is a tedious job but someone has to do it. He is bringing in a larger variety
of good better best tires to get more coverage and better options to better serve our advocates. By doing this it
domino effected and causing us to hit our tire bonus as well.

every team

With new faces to our night crew Destini Goodman has become our new night lead. With her fun and hard-
working attitude I'm sure she will do great things with our night crew.

On a personal note this has been a great quarter for me as well. | finished our nursery at
" home for our little girl that's due July 25th. No names picked yet. So yes Steve Anderson will
| be a grandpa hahaha ;) Hope everyone has a great spring and a jump on the March Madness|.
Great work team

Is an Oil Change Just an Oil Change or is it a Doorway?

Submitted by: Dan Mullin & Shop Leader

(This is a post from the International Automotive Technicians Network website, about the value of
loss leader coupons on Lube, Oil and Filter changes)

When | was a just a Tech | was more than happy to grab a LOF if it was slow, to look for up sells and
keep the customer happy. | have noticed that most Techs and some shop owner look at LOFs with
utter distain. | look at it as a gateway to working on their car for all it needs, in my shop | advertise a
discounted LOF, not the cheapest nor the highest, just middle of the road. Do you think a customer
will stop and leave you their car for an expensive repair because they drove by? But if they have been
in your shop for a simple LOF and have a little comfort, and know when they were in your shop all
you did was tell them what their car needed ajnd
will die today, 06 sales tactics of the chain stores.

Examples: Customer has been in once for an LOF stopped by the other day and the complaint was
that he is losing coolant, he dropped off and we sold a water pump and other repairs and | was not
the last oil change! One LOF customer had it towed to my shop from another shop with blown head
gaskets, from over heat and she trusted me more than a shop close to her house, after one visit! If |
did not advertise the LOF | would have never seen these customers.

11

The best customers come from referrals, but good customers are looking for a good shop to take car
of their cars and a LOF is a great way to show them why they should come to you! And it is a comfort-
able way for the customer to try you out.
Michael Berg



http://www.iatn.net/dir/page/i/m/101999/t/t/index.aspx
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Opportunities!

By: Dan Mullin & Shop Leader

So this weekend, a couple of baseball coaches and | started practice at the gym at our local elementary
school. There are 600 kids in our baseball league and while the purpose is to get an early start for our team
all kids are welcome to come. There were notices posted. Nobody but our team showed up and now com
plaints have been sent to the administrators of our league that we are building an elite team. So the other
teams wondt have a stabaegoirg.tobe l@aving Mtaamiagworkshop at the France Ave-
nue store from 12p till 4p. | invited a Scantool rep to come. He works on commission; he only makes
money when he sells Scantools, what an opportunity for him to possibly have 20 customers in one place. He
declined. Somet hing about remodel ing his bathroom a
to choose to be elite then and anyone who wants to join me is welcome to come.

A Real Puzzler!

Hi, I'm Kylie Mullin, Dan's daughter. | wanted to write a paragraph to make you think
This paragraph is a puzzle for a reason. How fast can you figure it out?

How fast can you find out what is so unusual about this paragraph? It looks so ordinary that you would
think that nothing is wrong with it;and in fact, nothing is. But it is unusual. Why? If you study it and think
about it, you may find out. But | am not going to assist you in any way. You must do it without coaching.
No doubt if you work on it for long, it will dawn on you.l don't know. Now go to work and try your luck.

Building Blocks

By: Holli Trowbridge & Store Leader

We have been studying how to build leaders in Bloomington. It has been great timing since we
hiave been doaking for our next shift leads to step up and emerge. We have been learning we must
consider the candidate's potential before even promoting them. Often times team members may
show potential however when the pressure is added they may buckle only to show us they were
not the right choice. Teaching our people to care about what we care about is something Braden
Scheeler brought up at our recent store leader meeting. He noted that if we constantly criticize it
may not be as effective as complimenting on a job well done. When we

see our team member doing even an everyday task, such as great advc w
cate service, we need to acknowledge this by telling them that it is great

.agd to continue doing so. If we continually build on the things we'd

like to see done by stressing the positive perhaps we will get what we'c

like to see in return.

on the things
'd like to see done
y stressing the
positive perhaps we
will get what we'd li

LA
@k
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A Motivational PbeMy Comfatone

Baked Pecan -Stuffed French Toast

Submitted by: Stacy Marchant & Store Leader

| used to have a comfort zone
where | knew | wouldn't fail.

The same four walls and busywork
were really more like jail.

I longed so much to do the things I'd never done before,
But stayed inside my comfort zone and paced the same old floor.

| said it didn't matter that | wasn't doing much.

| said | didn't care for things like commission checks and such.
| claimed to be so busy with the things inside the zone,

But deep inside | longed for something special of my own.

| couldn't let my life go by just watching others win.
I held my breath; | stepped outside and let the change begin.
| took a step and with new strength I'd never felt before,

If you're in a comfort zone,

afraid to venture out,

Remember that all winners were at one time filled with doubt.
A step or two and words of praise can make your dreams come

true.

Reach for your future with a smile;
success is there for you!

Author Unknown

| kissed my comfort zone goodbye and closed and locked the door.

1 cup firmly packed light or dark brown
sugar
1/2 cup butter (1 stick)
2 Tablespoons honey
1 cup chopped pecans toasted
(Put on cookie sheet for 5 to 10 minutes 350 oven)
1 large loaf of French bread cut into 1/2 inch thick
slices

1/2 pound cooked ham, finely chopped (2 cups)
6 large eggs beaten well

1 2/3 cups milk

1 tsp. vanilla extract

1 Tablespoon pumpkin pie spice (or 1/2 tsp
cinnamon, 1/8 tsp cloves, 1/4 tsp ginger 1/8 tsp
nutmeg

Maple syrup

1. Combine the brown sugar, butter, and honey in a
small saucepan. Cook over medium heat, stirring
frequently, until the butter melts and the sugar
dissolves, 2 to 3 minutes. Pour into an ungreased 9
by-13- inch baking dish. Sprinkle with the pecans.
Top with half of the bread slices, and scatter the
ham on top.

2. Combine the eggs, milk, and vanilla in a large
bowl and beat until well mixed.

Dip the remaining bread slices in the egg mixture on
one side only. Place over the ham, dipped side
down. Pour the remaining egg mixture over the
bread slices. Combine the sugar and pumpkin pie
spice in a small bowl and sprinkle over the top.
Cover the baking dish and refrigerate for 4 hours or
overnight.

Remove from the refrigerator 15 minutes before
baking.

3. Preheat the oven to 350F.

4. Uncover the French toast and bake for 50to 55
minutes, until golden brown and a knife inserted in
the center comes out clean. Let stand for 10
minutes. Cut into 8 servings. Serve with warm
maple syrup.

Submitted by: Jan Lloyd

A Great Recipe for Easter Ham Leftovers

Submitted by: Jan Lloyd & Grill Leader

This is either for breakfast, brunch or supper. It is a
puffy casserole requires just a few minutes of prepara-
tion. Serve with a salad of sliced tomatoes set on a bed

of crisp lettuce and sprinkled with feta cheese. 1.
Ham and Cheese Casserole 2.
6 large eggs
1 cup of milk

1/2 cup sour cream

2 cups frozen chopped broccolithawed and drained (| 3.
use fresh)

2 cups crisp seasoned croutons

1 teaspoon poultry seasoning

2 cups chopped ham

1/2 cup shredded Swiss cheese
1/2 cup shredded Cheddar cheese
Add Salt and Pepper totaste

Preheat the oven 375F. Coat a shallow 2 quart cas-
serole with cooking spray

In a large bowl, whisk the eggs, milk, and sour
cream until blended. Add the broccoli croutons,
seasoning, ham and Swiss cheese and mix well.
Spread out the mixture evenly in the dish. Coat a
sheet of foil with cooking spray and cover the dish.
Bake 1 hour. Uncover, sprinkle with the cheddar
cheese until the cheeseis melted.
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Moving Forward

By: Chad Vollmers -- Operations Leader

Yes, another quarter has come and gone.l need to say Thank You to the team at West Bloomington for all
their effort that they gave this past quarter and to the guys in the shop for getting second level, first level in
the lube and third level in towing. With that we set all time records in totals for shop andtowing. Thank to
Tyler and Nick for pushing on the tow back contest. With you two we set the record in dollar amounts on cars
fixed per tow back in the contest. Nick you ROCKED in this contest!

To our team in the store: we were able to get the second level.Thank you for all being able to adjust your
schedules when | needed to be back in the shop or towing. It is great to know that | have a team that comes

through for me when | need them. We also have started with the red shirt and black pants here also which
looks sharp.

Now for those of you that don't know, we are getting ready for a store remodel which | am so
Ee)%ciatend for, | need to thank Mark, Steve and Bobby for saying yes and pulling the trigger on
this. We were able to already get our new sandwich case which looks great in the storel now
am able to give a lot more options for the advocates. One shelf of three feet was NOT a way td

increase deli numbers. The team is all excited about moving the cash box to the center of the
store.

aying yes and pulling

the trigger on this. |
now am able to give a

lot more

It now time for the spring clean up with the snow finally melted and the garbage is now in its
place. | am planning a lot cleaning day soon forallto help. I t  wi | | not take|long
help. The rock gardens and bushes need some serious help.We have lots ofevents coming up
thisssummer. Be on the lookout on when you can help us by volunteering.

options f
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bring down

EXCItement the goal sheet

for the team members to

look over. They are alway:
waiting for it and it is fu

By: Rachel Swansond Office Leader
see them so excited

ltds beginning to look a lot |ike spring!
West Bloomington had an awesome quarter, hitting 4 out of their 5 goals, with towing hitting
third level. Way to gol Thank you, Dan Warnest, Bl

that helped jump start our towing teams and shops for last quarter. It was great seeing all of the cars that were
coming back to the shops. One of my favorite parts of my job is to bring down the goal sheet for the team members
to look over. They are always waiting for it and it is fun to see them so excited about hitting their goals.

| also want to welcome Destini Goodman to her new night leadership role. We are so happy you are leading our sec
ond shift at Bloomington.

P.S. My two daughters (4 & 3) told me the other day that they love my style and that it was so cool, so everyone
sporting the Bobby & Steveds clothing (all |l ever seg

How Rich are We?

Submitted by: Mark Myers & Owner

One day a father and his rich family took his son on a trip to the country with the firm purpose to show him how
poor people can be. They spent a day and a night on the farm of a very poor family. When they got back from their
trip, the father asked his son, "How was the trip?" "Great Dad!" "Did you see how poor people can be?" the father,

asked. "Yeah!" "And what did you learn?"

The son answered, "I saw that we have a dog at home, and they have four. We have a pool that reaches to the mid-
dle of the garden; they have a creek that has no end. We have imported lamps in the garden; they have the stars.
Our patio reaches to the front yard; they have a whole horizon." When the little boy was finished, his father was

speechless. His son added, "Thanks, Dad, for showing me how ‘poor' we are!"

Isn't it true that it all depends on the way you look at things? If you have love, friends, family, health, good humor
and a positive attitude towards life -- you've got everything! You can't buy any of these things. You may have all the
material possessions you can imagine, provisions for the future, etc.; but if you are poor of spirit, you have noth-

ing! Author Unknown

West Bl
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Serving People

By: Jared Scott Scheeler-- Owner

In a recent Leadership Meeting, Andrea Van Hofwegen gave us the following statistic from John DiJulius:

28% of companies deliver O6Pooré Advocate Service
50% of companies deliver 0Acceptabled Advocate [Serv
17% of companies deliver 06Goodd6 Advocate Service

4% of companies deliver OExcellentd Advocate Ser|vice
1% of companies deliver oO0World Classd Advocate Servi
Qur first value states that AServing People is the nm
so i mportant for us to remember this all the ti me.
have a dozen other things on our mindséwhen webrje in
of being a true servant begins in the heart. Ladi ec
need to be acting as one big heart with a common go
Classd is fairly small. Letds have the heart to mak

Our Core Value

By: Allen Howard Sando & Service Leader
We have been talking about great advocate service in leadership meetings.

"Serving people is the most important part of Bobby & Steve's Auto World."

How many team members truly understand and believe in this, one of our core values as a company? This
value goes above and beyond the usual "gas station" greeting. A team member should go out of their way t
provide an advocate with something they never expected when they walked in the door. If | go to a busi-
ness, | already expect the person behind the counter to smile and say thanks when purchasing something|.
If 1 ask where an item is in the store, | expect someone to tell me where it is. If that team member actually
came out into the store and brought me to the item | was looking for, | would be impressed, surprised, and
thankful. If someone comes to Bobby & Steve's Auto World, looking to purchase an item from the automo-
tive section, as soon as the look of uncertainty crosses their face, | should be ready and available to assist
them with any questions they may have.

O

Going the extra step is what will keep that advocate coming back next time they need to make a
i vi ng |purckase, big or small. Giving great advocate service is not just something we should focus on
ocate service is| €Very once ina Whil(_e. It is important for us to always be encouraging our team membersto con-
tinually grow and build on great advocate service. | challenge all leaders to sit back and watch
your team interact with their advocates, and put yourself in the position of that advocate. Are you
we should focus on| happy with your service, or are you "wowed"? Giving "wow" service should be our only accept-
able level.

ot just something

every

once i
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Dawn Villiaid Continued from Pag

process with the teal
to reward their effort!
in order to keep t
change initiativ

positiv

Dawndés Model for I ntroducing Change

I. Gain consensus and commitment - Obtain support from leaders and team mem-
bers to be accepting and motivated of the change process, also provide answers to all ques-
tions or concerns in order to remove any apprehensions that may exist.

II.  Establish a shared vision and strategy - Develop a shared vision that provides inspiration for the team

and brings the team together to accomplish a common purpose. Strategically, goals are set that align with the vi-
sion.

. Communicate 1 Explain the change initiative, why the there is a need
for change, how it will affect their day to day functions, address any apprehen-
sions, share the expectations that will occur, and, ask for feedback.

IV. Systems & Structure T Insure that the formal policies set for the

change initiative are being met. Make decisions that are in alignment with the

shared vision. Inspection of what is expected occurs daily.

V. Share successes. Celebrate small wins early in the change process with

the team to reward their efforts in order to keep the change initiative a positive
one.
VI. Performance Culture exists T The mind-set of the team accepts that

change is a journey that will always be present. The team has been provided

with the tools necessary for the changeprocess to be repeated. Norms for the team exist and new relationships
have been formed.

Winner oof t Excellent Service!!
Each year at the Christm
the year o awards f or v ar [By: KyleHansend Metrodome Advocate

the Winners in each category:

| was recently in the Metrodome store and
was helped by a First Class young womar
by the name of Madalena. Not only did she

Service Team Member: Mike Esteviz-- Metrodome _ _ _
provide exceptional advocate service, but

Store Team Member: Pam Geyen-- Eden Prairie
Service Team Leader: Dan Mullin -- Bloomington
Store Team Leader: Heidi Jegerlehner -- Metro-
dome

Vendor: Sara Carrigan -- Egan Oil

Advocate: Carolyn Greene-- MPI

Youth: Justin Ohnstad -- Metrodome

she was very knowledgeable and obviously
hard working. All this great service was
delivered with a smile and great attitude! |
run a business for US Bank and | always
appreciate feedback
sure you know that 'y
winner in Madalena, but | just wanted to
call out my great experience working with
her. Thanks.
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By: Andrea Van Hofwegend Grille Leader

Caption describing picture or graphic.

0To catch
attention, place an
interesting sentence or
guote from the story
her e.

%

It he reader ' s

Se
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Why Peopl e Come t

By: Heidi Jegerlehner 8 Support Specialist greeting people as they

| will be happy to teach anyone

Why do people come into our locations? Is it for the

convenience? The gasoline? For an ice cold Coea
Cola? The food? A quick snack? A broken down vehi-
cle? A tow back? An atrociously dirty car? The bait?
For the Quick Lube? My dream is that every person
walks into our locations because of the people, the at-
mosphere and the experience we create.

GREAT advocate service
Pl ease reach 0
happy to teach!

10-15 seconds to mak

Thank you for the great atten-
dance we had at the 2009
Christmas Celebration! Each year, | am continually

It starts with a smile, greeting people as they come in, @Mazed at our fabulous attendance!

We only need 1015 seconds to make a lasting impres-
sion. Next we need to recognize their needs, wha
brought them here, what can | help them with? Eye
contact is very important, it shows we care and are
listening. We need to pay attention and give the advo-
cate attention to their every need. We need to show
appreciation and thank the advocate for visiting us
and building our business. With our advocates and
great service we provide, we are building our business. .

tOur Golf Committees are forming; please contact me

to join myself, Jared Scheeler and Chad Vollmers in
supporting the Youth
Foundation with a
great fundraising
event.

Lastly, thank you very
much, from the bot-
tom of my heart for
i ore
T)(/:am Leade? ofsétr%e
Year. | sincerely ap-

GREAT, GREAT, GREATé | pPregiicolsapd wap oporeq {p receys e auprd. |

acronym that we put into play be GREAT! Puias Blesséd to have my mother, husban
withess a milestone in my lifetime. Thank you Bobby

& Stevebs Auto World for
forward to many more!

When | think about the experience we want to create, |
think of greatness! AGood
stated by our fearless leader, Bobby Williams!

Greet the advocate with Enthusiasm
Recognize their needs

Eye contact

Attention

Thank you

Above and Beyond Service!

By: Fred Stachnik -- Metrodome Advocate

It takes a lot for me to come online and send a thank you note for good service-- today was no exception. | haven't
even been home 20 minutes and | want to get my thanks forwarded...

I want to drop a note thanking the guys at Bobby & Steve's for the great service | had today (oil change and tire rota-
tion). While it took longer than | was originally told, it was no bother waiting. | understand that you get busy...
There was a slight miscommunication on my paperwork between the staff about the charges for the services | had
done and | think they felt bad that | had waited so long. Nonetheless, it was taken care of-- totally compped (and he
gave me a car wash!) | did not at all expect any of this and even felt funny telling the gentleman that | appreciated
him doing it. | am particularly pleased that he/they went way above and beyond my expectations of good advocate
service.

I will definitely continue to patronize Bobby & Steve's, and pass the word along about the wonderful service |
continually get, every time | bring my car in for maintenance. Thank you again.

willing to learn about providing | €0me in. We only need

ant a
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By: Braden Scheeled Store Leader

Caption describing picture or graphic.

0To catch
attention, place an
interesting sentence or
guote from the story
her e.
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Stand Up and Speak! Sit Down and Listen

By: Steve Williamsd Owner

| get it team....The last thing anyone wants is criticism; however criticism is a fact of life. We have 4
choice. We can embrace it for help or resist it as a hindrance. However, we as leaders should be wise
enough to say things in a way that can achieve results and actually make a difference Why is it that we
have trouble communicating the truth s o we can make a di ff erAsfomeSegan e ac
says STROKES VERSUS POKES.

54

We as leaders must realize that all of us want to be valued.In order for any of us to become all we are
meant to be, we must first be willing to put a 10 on our teammates head. Once we do that, it will be eas-
ier for our team members to believe we have their best interest in mind. | like some of the changes we
are rolling out soon. We are putting value in the lives of our team by ul get it team....The last thing any-
one wants is criticism; however criticism is a fact of life. We have a choice.We can embrace it for help or
resist it as a hindrance. However, we as leaders should be wise enough to say things in a way that ca
achieve results and actually make a difference. Why is it that we have trouble communicating the
truth so we can make a dif f e AeTom éegaxsayeSTIRAKESMERSUE P@KES. i v e s

5

We as leaders must realize that all of us want to be valued.In order for any of us to become all we are
meant to be, we must first be willing to put a 10 on our teammates head. Once we do that, it will be eas-
ier for our team members to believe we have their best interest in mind. | like some of the changes we
are rolling out soon. We are putting value in the lives of our

team by understanding productivity increases when we value

human beings and the effort given. While effort is given, PN
praises should out number criticism if our hiring practices are /R
worth any salt. STROKES need to outnumber POKES. That Q <
should be easy if our hiring practices and standards are
high. We need to look first at ourselves as leaders.Once we
have a strong and high standard for hiring, we can really have
success. Once we value our team members and |mplement<___)
many of the changes already approved by the BIG THREE ori_":‘_'
BIG FOUR with the wisdom and perspective of Melissa, we | U

will all be achieving more.

We will be having a time of evaluation of all our team members from their direct leader. This will be a
great time of self reflection and give all of us an opportunity to grow. A't this point llet 6s
growth so our new vision of franchising can be seen in ACTION not just words. To do this we must listen
to the words of NORMAN VINCENT PEALE. "The trouble with most of us is that we would rather be

ruined by praise than saved by criticism." We canot l earn anything new |[unt.i
already know everything. Letds have a great
have the courage to stand up and speak, but most of all have the courage to sit down and
listen.

he trouble with most

of us is that we would By: Jesse Johnsond Auto World Recovery

rather be ruined by

Thanks to Steve Williams, we are confident we landed a big account that
should start by the end of the month. Thanks again Steve!! Business should
start picking up soon. | will also be on the board for getting certificates for
Bobby and Steve's Auto World Youth Foundations, thanks for asking me to do
this, | love doing this. Also, thank you, Melissa for making me a better team
member.

praise than saved by

criticism."

Thank Youl!
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Being the Best at Giving My All

By: Madalena Maria Blank Ferriera 8 CEO

How exhilarating! We are setting the foundation to a culture of service, world class service.

This is a culture that we will pass onto our team members and future leaders. A culture that we will pass on to
future generations! Like the new Twins Stadium, (which most of us have seen being built into the great
structure it is), our culture will transform into something solid and long lasting that people will be attracted
to.

As leaders, we must awaken our team into the realization and fulfillment of what world class service is. | can

visualize the future of Bobby and Stevebds Auto Worl d,
act what | believe. My choices are easy every day; | choose to have a great attitude because | choose to give
great service! Il 6m committed to it!

Around us, we SHOULD BE creating initiative with spirit of service! A few months back | started an article
saying;Anyone that walks in into a Bobby and Steveds| sho
toget her t Areenegy iransfoeméd into a desire to achieve! | would like to add: An energy trans-
formed into a desire to achieve and SERVE!

Now | é&m | eaving you with these quotes: Think about it
il sl ept and dreamt that |ife was joy. I awoke and sa
j o0 y--Tagore

AiThe butterfly counts not mont hs--Thgopre moments, and has
fil have become my own version of an optimist. | f I C 8
door-or I " I | make a door. Something terrifiTagomei | | clome

AiStrive not to be a s uc c-eAdbertEindtaint rather to be of val u

iThe Best way to happiness is to--Qoofucibusi bute to the ha

AA sale is not something you pursue, it
t o me-fUnkinown

s what happen

ficonsciously or unconsciously, every one of us does r
of doing this service deliberately, our desire for service will steadily grow stronger, and will make, not only
our own happiness, but t-MghatmaoGandhihe wor |l d| at |

To give real service you must add somet hin
ith money, and that i sDoudlanAdamsi ty and i njtegr.]

0To catch the reader's
attention, placean |(ln @ gentl e way, Vyou-Mahama&dndhke t he worl d.

o

interesting sentence or

quote fromthestory || don't know what your destiny will be, but
here.who wil/ be really happy are those who -wil/l
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How Do We Grow?

By: Jenny Freemand Grill Leader

| was thinking about using Melissa Williams quote, "The baby needs to be fed in order to grow." | feel our Grill and Nicollet
in general is still in the baby - toddler phase. We have learned the basic skills of running a business like a toddler has
learned to talk and walk. Like a toddler we have to learn the intricacies of the skills we have been learning.

So how do we help growth? One step is to take our advocate service to the Excellent and World Class levels and we need|to
do that through great leadership and teamwork in all departments. On paper we are each independent separate depart-
ments, however, if we run our locations as five different divisions, we will never advance. Each of our departments feeds
off others and by helping departments other than our own, we will be lifting up our own in the long run. It is said that a
cord of three strands is not easily broken, how much stronger is that cord with five strands?

Next we need to be maintaining a clean environment. When our public areas sparkle, it created confidence in our advo-
cates that all aspects of our operation will sparkle whether they see them or not. How we present out exterior, visible sur-
faces speaks volumes about how we care about our business and ourselves.

We need to have upbeat and Alive, Alert, Awake and Enthusiastic team members. This creates an atmosphere that different
tiates us from other fAgas stationsodo and conveniences st
We al | have areas we excel in and other areas that we d
and our fAweaknesso wildl be |l ess apparent as we cooperat

Finally, we need dedication and continued education. W
stay there, we will only find ourselves left behinds as others move forward. In this quest, we need to embrace change a
it comes and embrace the constructive criticism we receive.
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Columbia Heights

Serving People

By: Jeff Bahe- Servant

Serving people is the most i mportant part of bobb
what do we think of? The thing that comes to my mind is Jesus Christ. Talk about serving people! Jesus sacri
ficed his life for all of us. Now THAT is serving. What an awesome thought! Serving people can be opening
door for someone, greeting someone, being a great servant to our spouse and children not to mention, our
Bobby & Steveds families.

On April 18, 2010, we will have the privilege of donating our time for our 6 t annual spaghetti dinner for our

sister city in Poland. We will be serving over 400 people with the help of our team and families. The greatest
thing in serving people is it is from our hearts. The funds we raise will go to the hospital to buy wheel chairs
and medical supplies. | encourage everyone to volunteer your time to help others. It shows great character and
selflessness.

Congrats go out to our great team members that hit their goals for the first quarter of 2010. Our store hit its
third level, our grille hit its first level, and our lube team hit its third level. GREAT JOB TEAM! | really believe
we are getting back to the basics of serving peop
come to our stores if they feel like they are being served. Keep up the great play! We all have fantastic tear
members at all of our stores!

Thank you!

Changes

By: Robert Sass-- Grill Leader

made have been great! The new pizzas are rockin
the difference. The new menu is becoming very successful also.

Starting April 1, the Chevy grille will be introducing a new chicken
called Krispy Crunchy Chicken Cajun recipe. We believe that this
chicken will take off like a rocket!

Al s o, | woul d Il i ke to tha
Steveobs Aut o Worl d. Wi t h

I f /
ot o team member, these changes would not have been possi
Ip from every ble

team member, thes
changes

Well, spring is here and just like the weather changing so is the Chevy grille. The changes that we have

-«
© O
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Back to the Basics

remembering the only
thing that matters at the

By: Lori Lee Rossi Store Leader End of the dayEu

is our advocates

| hear those wise words from Jeff every week , we need to get back to the basics. | swear ov
the last year | have heard him say that a million times, | promise | am not exaggerating ! |
used to shake my head saying "okay your right" just to please him and to make him stop talking because hon
estly | had already stopped listening. | must admit, | was wrong and Jeff is rightt WE MUST GET BACK TO
THE BASICS !

What does that mean? | believe it can mean something different to many people, however, at our store it means
to focus on the most important part of Bobby and Steve's Auto World -- SERVING PEOPLE!!! The basics mean
forgetting about the bright lights, huge stores and the 55 Chevy. The basicsare remembering the only thing that
matters at the end of the day and that is our advocates and our team.

The beautiful buildings might attract customers, however, our teams create advocates. Our successests in the
hands of our teams, we MUST give them the tools and the education they need to serve with confidence and re
spect. The only way we can do that is to lead by example, we must show them how to serve by serving them.
Our teams do not care how much we know until they know how much we care!

SeHmproving

By: Jarrod Halstrom -- Towing Leader

How much are we selfimproving and how much are Negative thoughts and actions will never bring us suc-
we waiting to self-improve. We all have thingswe cess and rewards. Are we blaming everyone else or are
would like to improve in our personal life and here at we first looking at ourselvesto see what we could
work, however, are we really challenging ourselves and of done different? If we hold ourselves responsible
our fellow peers to be the best and never quit striving and alwaysuse the "it starts with me" slogan most out-
for perfection. Are we being as loyal to our team mem- comes will be inour favor. These are just a few of
bers and leaders as we can?Loyalty brings unity and many ways to selfimprove.

unity brings team success. Are we giving more than I want to thank all of the drivers and service teams
we are receiving? Are we staying positive even when for all of the tow backs Columbia Heights, Eden Praire,
times seem to be getting tough? Positive people are and West Bloomington got this quarter. This helped
positive because they choose to be. us win our tow back contest

Brad Thorup

This story can fit 75125 words.

Selecting pictures or graphics is an important part of adding content to your newsletter.

Think about your article and ask yourself i f the picrctture
ing images that appear to be out of context.

Microsoft Publisher includes thousands of clip art images from which you can choose and import into your newsletter. There
are also several tools you can use to draw shapes and symbols.

Once you have chosen an image, place it close to the article. Be sure to place the caption of the image near the image.

S
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bia Heights & Eden Prairie

Lead by Example

By: Luanne Anderson 8 Small Engine and AC Leader

This quarter | have had the pleasure of witnessing great teamwork in action. In December, a local non
- profit organization that happens to be a advocate of ours, asked us for a favor. They wanted to know
if they could install a small vending machine in our shop. The machine is stocked with a very limited
amount of snacks and in no way would be a conflict with our sales. | brought the request to Jeff and he
agreed to let them install the machine.

To give you a little background, the organization serves people with special needs.They received a do-
nation of three of these vending machines. The machines are then stocked and maintained by chal-
lenged adults as a small business venture.

The machine was installed in our shop in January 2010. A woman staff member came in the next day
with three mentally challenged adults. | wat ched as the #A |fiédasibe and thenx

pl ai
went ahead and filled one. She then stepped aside and let one of her team take overl heard| Auh
several times. Each time, the whole team scrambled to fix whatever had caused the uh oh!
Every Tuesday, a group comes in to count whatever money is in the machine and restock the slots. It
is not always the same group of team members, however it is always the same leaderlt is always the
sameteamwork. Ther e are no egos, no personalitioneadthd| | i ct

team drops something, they are all down on the floor to find it. If one of the team gets flustered, they
are all there to comfort and help. | have never heard the leader criticize or admonish any of her
team. She leads by example, then steps back and lets her team performWhen a large box of product
got knocked over to the floor, causing a colTheecti v
leader just smiled and shook her head at me as her team picked up all of the fallen goodies and organ-
ized them just the way they had been before the spill. The look on each of their faces was amazing-
sheer joy at their accomplishment.

From this ongoing lesson | am seeing the value of leading by example, positive reinforcement, having
faith in the team, and allowing the team to perform with minimal interference.
Thank you, Community Involvement Program!!

Eden Prairie Rebuilding

This story can fit 75125 words.

R Selecting pictures or graphics is an important part of adding content to your newsletter.
0To catch the ?niﬁk%b%u'f youﬁarticle and ask yourself if the picture supports or en-

attention, place an hances the message youd6re trying
interesting sentence or appear to be out of context.

Microsoft Publisher includes thousands of clip art images from which you
quote from can choose and import into your newsletter. There are also several tools

the story you can use to draw shapes and symbols.
Once you have chosen an image, place it close to the article. Be sure to
place the caption of the image near the image.

Av o

here. 6

Caption describing
picture or graphic.
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Selffalk way

for me to

By: gail senger 6 Office Leader reinforce the great

teachable moments |
ASelf Talkd is a tool I |l earned at Bobby
to pauseé.reflecté. .reinforce the great t )
ings and from the great Maxwell books. Ilovet he chapter on the meetings and fro
/. not know who John Bunyan is, but he stated a great point, as fol-| gr eat M

0 lows:

have experienced in t

pauseé.ref

thing for someone who can never repay you

without their knowing, they cannot repay you. Try it. Get in the habit of doing

it and you may not be able to stop.

| regretfully say | have rarely done this in my life. | love getting credit for something | have
done. | am learning.

‘ Give secretly. iYou have not I|ived today

Encouragement

By: Pamela Geyerii Store Leader When it comes to encouragement, we know that everyone

of us loves working for and with people who bring out the
st in us. We love being around people who lift us up
d make us feel great and we will always cherish and
Hold a special place in our hearts for those who encour-

Everybody needs encouragement now and then. It wﬁlﬁ
help us face a new day. Sometimes, we need to be e
couraged towards the fulfilment of our potential. We
need to be aware of what others are doing, applaud their

efforts, acknowledge their successes and encourag e?d it _
them in their pursuits. When we all help one another, 6d | i ke to say thank you
everybody wins. this quarter! Life is great!

Randy

(@]

Caption describing
picture or graphic.

Ede

age us. Share encouragement. It matters and we all
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Lead by Example

By: Luanne Anderson 8 Small Engine and AC Leader

This quarter | have had the pleasure of witnessing great teamwork in action. In December, a local non
- profit organization that happens to be a advocate of ours, asked us for a favor. They wanted to know
if they could install a small vending machine in our shop. The machine is stocked with a very limited
amount of snacks and in no way would be a conflict with our sales. | brought the request to Jeff and he
agreed to let them install the machine.

To give you a little background, the organization serves people with special needs.They received a do-
nation of three of these vending machines. The machines are then stocked and maintained by chal-
lenged adults as a small business venture.

The machine was installed in our shop in January 2010. A woman staff member came in the next day
with three mentally challenged adults. | wat ched as the #A |fiédasibe and thenx

pl ai
went ahead and filled one. She then stepped aside and let one of her team take overl heard| Auh
several times. Each time, the whole team scrambled to fix whatever had caused the uh oh!
Every Tuesday, a group comes in to count whatever money is in the machine and restock the slots. It
is not always the same group of team members, however it is always the same leaderlt is always the
sameteamwork. Ther e are no egos, no personalitioneadthd| | i ct

team drops something, they are all down on the floor to find it. If one of the team gets flustered, they
are all there to comfort and help. | have never heard the leader criticize or admonish any of her
team. She leads by example, then steps back and lets her team performWhen a large box of product
got knocked over to the floor, causing a colTheecti v
leader just smiled and shook her head at me as her team picked up all of the fallen goodies and organ-
ized them just the way they had been before the spill. The look on each of their faces was amazing-
sheer joy at their accomplishment.

From this ongoing lesson | am seeing the value of leading by example, positive reinforcement, having
faith in the team, and allowing the team to perform with minimal interference.
Thank you, Community Involvement Program!!

Eden Prairie Rebuilding

This story can fit 75125 words.

R Selecting pictures or graphics is an important part of adding content to your newsletter.
0To catch the ?niﬁk%b%u'f youﬁarticle and ask yourself if the picture supports or en-

attention, place an hances the message youd6re trying
interesting sentence or appear to be out of context.

Microsoft Publisher includes thousands of clip art images from which you
quote from can choose and import into your newsletter. There are also several tools

the story you can use to draw shapes and symbols.
Once you have chosen an image, place it close to the article. Be sure to
place the caption of the image near the image.
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By: gail senger 6 Office Leader
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reinforce the great
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ASel f TaI, kd is a t ool _I |l earned at Bobby have experienced in the (S | ea
to pauseé.reflecté. . .reinforce the great t ) ent s
ings and from the great Maxwell books. Ilovet he chapter on the meetings and fro el fI
not know who John Bunyan is, but he stated a great point, as fol-| gr eat M [ bo

/af lows:

‘ Give secretly. iYou have not I|ived today ucce
thing for someone who can never repay you | f
without their knowing, they cannot repay you. Try it. Get in the habit of doing

\/\J it and you may not be able to stop.
| regretfully say | have rarely done this in my life. | love getting credit for something | have
done. | am learning.
Encouragement
By: Pamela Geyerii Store Leader When it comes to encouragement, we know that everyone
of us loves working for and with people who bring out the
st in us. We love being around people who lift us up
Egle %bsoggcgze?]sev\?g?uraggmsg:nggwwingeéhde?é blé \gﬁﬁd make us feel great and we will always cherish and
coupra od towards theyfulfillment of E)ur otential Weﬂold a special place in our hearts for those who encour-
9 rp ' age us. Share encouragement. It matters and we all
need to be aware of what others are doing, applaud their ditl
efforts, acknowledge their successes and encourag e? It )
them in their pursuits. When we all help one anothed 0d | i ke to say thank you] eam
everybody wins. this quarter! Life is great!

Randy
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What Happens When Wrong Become

AHeavenly
ance. We know Your Word says, 'Woe to those who call evil good,' but that is exactly what we have done.
We have lost our spiritual equilibrium and reversed our values. We have exploited the poor and called it
the lottery. We have rewarded laziness and called it welfare. We have killed our unborn and called it
choice. We have shot abortionists and called it justifiable. We have neglected to discipline our children

Father, we come before you today to a

h

and called it building self esteem. We have abused power and called it politics. We havg

ack

r: we need to gqg

ply common sense an
seek the truth through

and pray!

coveted our neighbor's possessions and called it ambition. We have polluted the air with

rofanjty and. pornography and called it freedom of expression. We have ridiculed the
IErﬁe-h rforéd vilfes dt our Fore- fathers and called it enlightenment. Search us, Oh God,
@nd know our hearts today; cleanse us from every sin and Set us free. Amen!'

to t

reading,

Although, this is generally attributed to Billy Graham, the author is Joe Wrig
fellowship.

10 Ways to Win a Great Business
Submitted by: Melissa Willams 6 iWow Factoro Leader
1. Our Advocate is the ACapital 0o most
2. Our Advocate does no depend on us, we depend on our advocates.
3. Our Advocate does us a favor when he calls upon us; we are not doing
him a favor when we assist him
4. Our Advocate becomes a part of our establishment and always impor-
tant to our business.
5. Our advocate is no one statistic more. She is a person of flesh and bone
with emotions like our own.
6. Our Advocate is not a person with whom we ought to argue or quarrel
with.
7. Our advocate is not expected to find want he wants, it is our obligation
to assist him to find what he is looking for.
8. Our Advocate is the life of our business.
9.0ur Advocate is primary Atask, 0 not
10.0ur advocate deserves the best service that we are able to provide.

Rigl
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The Hot Dog Vendor

orece

In light of our economic times, this old story has a powerful message.

There was this elderly man who had a profitable little business selling hot dogs on a busy street corner in a

maj or city. He wasnot particularly wel/l educate
him.

During the early morning rush hour, hedd wheel
centr al rail way station in town. A year ago, he
them to this breakfast crowd everyday. At l unch
lines of regulars.

In the afternoon, hedédd be back at the station en

nightclub where young patrons rushed him off his feet. He had even installed special lighting and a flashing
neon sign. Even people driving by would stop.

Hedd worked hard for years and done well enough
only son through the university, who later became an ac-

countant with a large accounting firm.

One day, his son warned him that a recession was on the

way. The old man asked his son what this meant. Being an

educated man, his son gave a very detailed explanation of

how the recession would severely impact everyone in the
community particularly small business people like his father.

There would be enormous unemployment; people would not

be able to afford to spend money as they did now. He

painted a gloomy picture of the future and warned his father

that it would be wise to cut back
his beltodo financially and prepare
di dnot know much about the economy
her trusted hi son. After all, he was an educated man. Re-

cession mentality kicked in. . ..

his expense
the worst.
interest

on
for
or

The old man began to cut back on the quantity of sausages
and bread rolls he bought. He didnét want to ge
was hard to judge and some days he actually ran out of sausages and roll earlier than he normally would. S
he went home early and spend more time worrying about his recession that was coming.
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