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Customer Retention 

Todd Rehrig A&S Katz, LLC 

 
 

 There have been numerous studies about 

doing business with millennials and other genera-

tions younger than they are.  Technology has creat-

ed generation gaps unlike any we’ve seen in the 

past.  A century ago, children assumed the career 

of their parents, whether that was farming, baking, 

sales or other professions.  In today’s world, many 

of the jobs we’re currently engaged in won’t even 

exist by the time our children are ready for the 

workplace.  This generation gap also makes it 

harder to understand our customers and their 

needs, which can lead to a problem keeping them. 

 

 Customers are not as loyal to businesses as 

they once were.  Studies show that the majority of 

consumers are willing to change to a competitor if 

http://www.paolma.com/


they provide better customer service or a better customer experi-

ence.  The experience and the convenience are more important 

than the price to most consumers.  What makes this even more dif-

ficult is that many businesses have raised the experience bar so 

high that consumers expect similar treatment from all places they 

frequent. 

 

Some examples of customer experience are restaurants that shout 

greetings to patrons as they walk through the  door.  While most 

agree this is corny and profess to not like it, subconsciously they ap-

preciate the attention and now expect to be acknowledged when 

they go to another restaurant.  I recently visited the dentist and the 

staff made it a point to greet me by name and ask about my person-

al life.  They made me feel important to them, raising the bar and 

making it harder for me to leave their practice. 

 When it comes to convenience, consumers are trending more 

towards technology and self-service.  “There’s an App for that” is an 

accurate summation.  Our customers want answers at their finger-

tips.  If it’s a question that can’t be answered via a Google search, 

either because it’s personal or too complicated, consumers will in-

teract with humans if they can do so easily.  They will not wait on-

hold or go through a lengthy list of phone extensions.  If you want to 

retain your clients, get a human on the line quickly, or find another 

means of responding immediately.  For our business, I added an 

online chat program called Zendesk, and pay my employees extra if 

they’re willing to answer questions after hours.   

 In today’s economy, your customers expect a fantastic experi-

ence from your employees and your services.  They won’t just com-

pare you with your direct competitors but will expect you to deliver 

an experience worthy of the best companies out there.  The better 

your technology and the more human and personable you make 

your customers feel, the more likely they’ll return to you. 
 

Customer Retention – continued 

Submitted by Todd Rehrig  A & S Katz  
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During our conversation at the recent PAOLMA Meeting in Harrisburg you 
were each handed a copy of the lists which are attached herein.  These are a 
list of the PA Senate Transportation Committee members and a list of the 
PA House Transportation Committee members.  At the time, and again 
now, we would like you to carefully review the lists and determine if you 
live, work, have stores, have employees, or have any connection to the 
counties identified behind the names of each of the listed Senators or Rep-
resentatives. 
  
If you do have a presence in any of those counties we would like you to take 
responsibility for contacting that Senator ONLY in the coming  week to 
ask for support of legislation that will return registration stickers to the 
license plates in PA.  You should contact their district offices in your ar-
ea and either: 
  

1. Ask to Meet with the Senator, OR 

2. Ask to Speak Over the Telephone with the Senator, OR 
3.   Ask to speak with a Staff Member from the Senator’s Harrisburg office 
(they may have to call you back). 
  
  
Below are Discussion Points you should use in the conversation or meeting 
with the Senator/Staff. The current status of sticker legislation in the Senate 
is included to use as your guide. 
  
  
  
SENATE DISCUSSION POINTS 
  
CURRENT STATUS:  Senator Kim Ward (R-Westmoreland County) is Chair-
woman of the Senate Transportation Committee and has circulated a “Co-
Sponsorship Memo” to every one of the other 49 Senators.  This is her re-
quest of her colleagues to co-sponsor a bill that she will soon introduce that 
will do nothing more than repeal Act 89 language that eliminated the stick-
ers in the first place.  I expect her to drop her bill in the coming days.  I also 
expect that she will hold a Transportation Committee meeting between 
now and Thanksgiving and hold a vote in the Committee to report the bill 
out of committee and send it to the Floor of the Senate for a full vote of the 
Senate.  The more members who co-sponsor a bill the better because that 
demonstrates support in the Senate for possible passage and lets the Senate 
leaders know that there is ample support for the bill being passed.  Current-
ly the bill has 6 co-sponsors.  We need more. 
  
YOUR REQUEST OF THE SENATOR: 
  

1.       Please Co-Sponsor the Senator Kim Ward legislation 
which will return registration stickers to the license plates in PA (all 
PAOLMA Members should contact their local Senator and make this 
request. Requests for Members to Co-Sponsor should not be limited 
to Senate Transportation Committee Members); 

2.       Please vote “YES” on the legislation when a vote is held on the 
bill in the Transportation Committee; 

3.       Please vote “YES” on the legislation when a vote is held on the 
bill on the Floor of the Senate. 3 

From the Board of Directors 



 

  
WHY?: 
  

• As a matter of public safety there is no way to know if a vehicle on the 
road is properly registered unless an identifying sticker is attached; 

• Stickers help law enforcement identify expired registrations; 

• The Fraternal Order of Police (PA State Lodge), The PA State Troopers 
Association, The PA Chiefs of Police Association, The PA District Attorneys 
Association, The Pennsylvania Auto Theft Prevention Authority and The PA 
On-Line Messengers Association all support returning the stickers to license 
plates; 

• Only two states have removed stickers altogether (NJ and Connecticut) 
and NJ saw a 5% increase in uninsured motorists after removing stick-
ers.  Drivers who don’t register their vehicles generally do not insure their 
vehicles either; 

• Automated plate readers (APRs) were to give law enforcement a tool to 
check registrations from outside a car once stickers were removed.  The PA 
State Police currently have 6 APRs statewide in their fleet.  Municipal police 
forces generally cannot afford the $18,000 per car needed to purchase 
APRs.  Local governments just cannot afford APRs. 

• Stickers were removed on 1/1/17.  In 2017 PA had 234,334 fewer vehi-
cle registrations (all categories) than 2016 AND lost the average annual 
increase of 115,560 new registrations, thus losing $22.2 Million in registra-
tion revenue in one year.  In 2018 PA lost an additional $10.8 Million in reg-
istration revenues as drivers understood that without a sticker they would 
never be pulled over for an expired registration; 
The TFAC Report of 2012 conducted by Penn State estimated the elimina-
tion of stickers would yield a $1.5 M annual savings to PA.  In 2017-18 PA 
lost $33.0 Million in registration revenue to save $1.5 Million in each of 
those years. 
  
REMEMBER—Whether your Senator who represents you is or is not on 
the Senate Transportation Committee you should contact her/him this 
week to request they Co-Sponsor the Kim Ward bill immediately. 
  
Please focus only on your Senator between now and Thanksgiv-
ing.  Activities in the House of Representatives are fluid at the moment.  We 
will present a plan to you once the House members determine how they 
will proceed with their sticker bill.   

4 

From the Board of Directors – continued 



 

 
5 
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From the Desk of Robert Taylor – continued 
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Get To Know Your Board Members 
This Month Featuring Dave Gibbons  
Gibbons Fast Tag 

As told to Jo Naccarato 

                                                                                   
                                     
 
1. How and when did you get started in this 
business?  
 
My father started the business in 1978.  I start-
ed working there in 1980 right out of high 
school.  I took over the business when he re-
tired in 1989. 
 
 
2.   What was your best business decision? 
 
Going on line in 1996 and taking the risk of 
investing in TitleNGo. 
 
 
3. What was your worst business decision?  
 
Probably not getting involved with insurance.  

 
4. From your years of experience in the business, what would be your advice 

for  other messengers? 
 

Just take care of your customers and as an owner being very hands on 
and working the counter. 

 
 

5. What are your favorite leisure time activities?  
  

                        Golf and spending time at the mountain house. 
 
.  
  

 6.  What are your goals for this Association? 
 
                      Open up better communications with PennDOT.  
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 For Your Information 
Submitted By - Jo Naccarato 
 
PA Auto License Brokers 
 

                                                                    

 
 

We now have a tab selection on the website entitled Important Forms and Information.  I will be putting 
information on there to help our members.  It would require more time than I have available to check as 
often as necessary to keep this area updated so I am relying on your help.  If you see that one of the items 
has a later edition, please email me at jo@paautolicensebrokers.com and I will see that it is updated.   If 
you have anything that you are willing to share, please email it to me for posting.  
Remember, our financial year runs November 1st through October 31st.  Your renewal dues for the 19/20 

year are due by October 31st.  You will have a grace period until January 1st, 2020.  If your 19/20 dues are 

not paid by that date you will be placed on the inactive list and will no longer be able to log into the web-

site and will no longer receive any communications.  Don’t let this happen to you.  It would also  cause 

many more hours of work for Carol and me. Please help us and pay your renewal dues before December 

31st, 2019.    

 

I was thrilled by the number of members that attended the Fall meeting in October.  I believe it sends a 

very strong message of unity.  We gained five new members this year.  Four of those attended the meet-

ing.  Welcome to all!  

 

Allied Notary Service 

Dee’s Notary & Tag Service 

Jones Notary 

Kathy’s License Service 

Steve’s Title & Tag  

 

If you noticed on the presentation given by Elizabeth Threnhauser at the Fall meeting that it has under 

non-title inquiries 96 ITT Inquiry, I already checked.  It does have to do with Intransit Tags but no we are 

not getting that inquiry capability.  It was only on there because it was a supervisor’s screen.   

There was a discussion with PennDOT at the Association meeting regarding slight differences in names 

when doing title work.  Wiggins Auto Tags Inc is sharing a form that they use (Name Affidavit) and I am 

sharing one that my employees use (AKA form).  I do not submit the AKA form to PennDOT, I simply keep 

it with our copies of the paperwork.  I believe Wiggins does submit theirs to PennDOT with the paper-

work.  Wiggins Auto Tags Inc and Pa Auto License Brokers make no claims for these forms.  Please read 

the disclaimer in this newsletter.   

 

I am including the two latest contact sheets from PennDOT.  The one has emails!   

 

Best wishes to all for a joyous holiday season from your board of directors.     

 

mailto:jo@paautolicensebrokers.com
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 For Your Information 
Submitted By - Jo Naccarato 
 
PA Auto License  
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             HELP WANTED       

 

 

                                                                                                                                                                                                    

WE NEED YOUR INPUT TO KEEP THE MEETING AND THE NEWSLETTER INFORMATIVE. 

PLEASE HELP BY CONTRIBUTING YOUR IDEAS. 

 

 
 

IF YOU HAVE ANY IDEAS ON TOPICS FOR THE MEETING OR NEWSLETTER PLEASE LET 

US KNOW. 

 

IF YOU ASKED QUESTIONS OF PENNDOT, DEPT OF STATE, DEPT OF REVENUE OR ANY 

OF THE DEPARTMENTS WE DEAL WITH AND RECEIVED AN ANSWER IN WRITING, THAT 

IS OF IMMENSE VALUE.  PLEASE FORWARD THEM TO JO AND I WILL PUT THEM IN THE 

NEWSLETTER WITH CREDIT TO YOUR MESSENGER SERVICE.   

 

IF YOU HAVE AN OLD CHART, MATRIX , ETC THAT YOU FEEL IS STILL CURRENT AND OF 

VALUE TO OUR MEMBERS THAT PERHAPS THEY MAY NOT HAVE, PLEASE FORWARD 

THEM TO JO FOR PUBLICATION.   

 

IF YOU FEEL YOU CAN CONTRIBUTE AN ARTICLE, EVEN OCCASIONALLY PLEASE LET JO 

KNOW.   

 

 

 

IF YOU HAVE BEEN AT A MEETING AND HEARD A GOOD SPEAKER OR SEEN A SPEAKER 
MENTIONED IN PRINT THAT YOU THINK MAY BE A GOOD SPEAKER FOR OUR FALL ASSOCI-
ATION MEETING PLEASE GIVE US THE INFORMATION ON THEM HERE OR EMAIL CAROL OR 
JO AT CAROLFLAMENT@HOTMAIL.COM OR JO@PAAUTOLICENSEBROKERS.COM  

  

For Your Information 
Submitted By - Jo Naccarato 
 
PA Auto License Brokers 
 

mailto:CAROLFLAMENT@HOTMAIL.COM
mailto:JO@PAAUTOLICENSEBROKERS.COM
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 For Your Information 
Submitted By - Jo Naccarato 
 
PA Auto License Brokers 
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 For Your Information 
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 For Your Information 
Submitted By - Wiggins Auto Tags Inc 
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 For Your Information 
Submitted By - Jo Naccarato 
 
PA Auto License Brokers 
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Did You Know? 
Submitted by Judiann Marshall  AAA East Central         

                        

 

Acceptable Documentation for Verify-

ing Vehicle Purchase Price 

(MV-3) 
The Department of Revenue will not accept the following for 

verification of the vehicle purchase price: 
 

MV-1 (Application for Certificate of Title) 

MV-3 (Motor Vehicle Verification of Fair Market Value 

by The Issuing Agent) 

MV-4ST (Vehicle Sales and Use Tax Return/Application for Registration) 

MV-13ST (Affidavit of Gift) 
 

The Department of Revenue will accept either one of the 2 below documents for verification: 

1.   Bill of sale- must include: 

Seller’s name, address and phone number 

Purchaser’s name, address and phone number 

Date of sale 

Vehicle purchase price 

Make, model and vehicle identification number (VIN) 

Verification of sales tax paid (if applicable) 

2.   Statement from Seller- must include: 

Seller’s name, address, phone number, signature and explanation of the pur-
chase price 

Purchaser’s name, address and phone number 

Vehicle purchase price 

Date of sale 

Make, model and vehicle identification number (VIN) 

*Gifted vehicles from out-of-state- 

must provide proof that the donor (seller) paid sales tax when they purchased the vehi-

cle 

must be from a reciprocal state with PA (see list below) 
 

Helpful Idea- Give customer a bill of sale between buyer and seller at the time of transfer. 

This will have all the above information that the Department of Revenue will be 

looking for when buyer is notified of additional money due. This practice will 

also generate extra notary revenue$$ 

See attached example: 
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Did You Know?         
Submitted by Judiann Marshall  AAA East Central         
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Did You Know? 
Submitted by Judiann Marshall  AAA East Central         

                        

 

 
 
 



Disclaimer:  The 
information contained in this newsletter is for general information purposes only.  The information is provided by the 
Pennsylvania Online Messenger Association, it’s volunteers and invited government entities and while we endeavor 
to keep the information up to date and correct, we make no representations or warranties of any kind, express or 
implicit, about the completeness, accuracy, legality, reliability or suitability with respect to the information, forms or 
services contained in this newsletter.  Any reliance you place on such information is therefore strictly at your own 
risk.  It is therefore the responsibility of each receiver of this newsletter to verify the information provided and/or 
seek professional guidance/advice before taking any actions on information in this newsletter. 
 
In no event will Pennsylvania Online Messenger Association or it’s volunteers or presenters/contributors be held 
responsible if inaccurate information is unintentionally given in this newsletter.  In no event will Pennsylvania 
Online Messenger Association be held liable for any loss or damage including without limitation, indirect or conse-
quential loss or damage, or any loss or damage whatsoever arising from loss of profits or any incidents arising our of 
or in connection with, any use of the information in this newsletter.   
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Comedy Corner 
Submitted by Jo A Naccarato 

 
                     MEMO 
TO:   ALL EMPLOYEES 

FROM:  JO 

THIS MEMO HAS BEEN OUT BEFORE.  

YOU MUST GET THIS RIGHT! 

 

IT GOES OVER THE 

TOP 
THANK YOU FOR YOUR ANTICIPATED COOP-

ERATION IN THIS IMPORTANT MATTER. 


