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Letter from your President

| want to extend everyone a happy and healthy new year. Hopefully you survived
your rush and had a successful selling season.

The CSANYS Nominating Committee is looking for nominees for the following of-
fices that will be open this coming year: Vice-President/President-Elect, Director
(2 yrs), Director (2 yrs) and Secretary/Treasurer. If you or someone you know
would be interested in serving the Association, please contact me as soon as
possible.

Please plan on attending the Joint Meeting and Trade Show in Saratoga from
April 11 8 13, 2010 at The Saratoga Hilton and Saratoga Springs City Center.
Check our website for more detailed information.

If you or your store is on
Pl ease

Facebook or Twitter check out CSANYS, we are there.
iFriendo or AFoll owd us.

There will be no formal CSANYS gathering at Camex this year. But | am sure those
that are attending will hook up with each other in some form.

As my term as President winds down, | want to thank the current board and our
membership for all the help | have received this past year. It was a tough year for
me , and | 6m sure for mo st of you, in
ciation will be in capable hands as Steve Baker takes over the leadership in April.
Thank you again for letting me serve as President a second time.

t hese

Best to all,

Richard Kloster, CCR

Pass me along
Route to:

Click on the CSA-
NYS logo at the

top of the page to -
access the CSA- EE——
NYS web site. _—

tryin


mailto:mailto:rkloster@wells.edu?subject=CSA-NYS
mailto:mailto:sbaker1@oswego.edu?subject=CSA-NYS
http://www.csanys.org/
http://www.facebook.com/group.php?gid=156174397886&ref=nf

2010 Joint Meeting
& Trade Show!

APRIL 11-13, 2010 + SARATOGA SPRINGS, NY

» Stores - NEW! Pay What YouCan » Large Trade Show &

Registration Fee Show Specials

¥ Minimal travel costs and time out of » Compelling and Timely
the office Educational Sessions

» Low $10 a night overnight rooms at » NEW-watch for a technologically
a beautiful 4-star hotel! enhanced event!

» Networking with Your Colleagues » Great speakersandauthors

and Suppliers » Exciting Saratoga Springs, NY

Keynote Speaker: Kelly McDonald was named #1 on the list of 26 Hot Speakers”
by Successful Meetings magazine.

Customer Service - How Te Keep Customers Rushing Back for More!

Wiz all knowthat thecustomer is king. In ourincreasing ly competitive busines s emvironment,
it"s maore important than evertocaterto custom ers’ needs, desires and provide customer
service that goes way beyond basic politensss and courtesy. The best and smar test companies
are finding that listening to what customers want and delivering on ever y promise, no matter
howsmall, ke eps customers happy and coming back for more. And termific customer service
doesn't have to break the bank: it"s not about spendingmeore to keep customers ha ppy. it's
about trulyunderstanding thecustomer experience from a personal point of view

Additionzlly, in today' s diverse marketplace, recognizing that not all customers are the same and that ne eds may
dif fer with cultural values, this session will 2 ddress key customer insights to best deliver exceptional service.

A= a result of this session, you will learm:

»» Thelatest technigues that innovative companies are using today to train their staffto deliver
exceptionzl customer service

*»Best practice s among leading companies andbrands

»»How to listen for what a customer wants, not just what hefshe may ask for

#»Hey insights intodelivering terrific customer service to the Hispanic customer

#»Specific strate gie s and tactics will be discussed as well as Do's and Don'ts

Dont migg ovt!

Visit www.csanys.org
and register today!

Juointly Sponsored by the College Stores Association of
Wew York State and Campus Stores of New England



Technology Today
By Bob Carlton
The Skidmore Shop

Considering selling computers in your college bookstore? Make sure
you sell the warranty along with it.

| cannot stress how important an extended warranty plan is when it
comes to personal computers. Whether you own a Mac or a PC,

| aptop

a basic one-year plan with purchase. The extended warranty brings
the protection to a total of three-years. Three-years is what most
computer
would be considered old technology and you would be better off
purchasing a new computer instead of repairing.

Most extended warranty packages for both Mac and PC cost around
$200. Some students and parents will pass on this option because
they assume they wondt need it
trying to keep the cost of their computer down. An additional $200
on top of the cost of your computer may sound like a lot, but consid-
ering the average cost outside of a warranty plan to replace a

160GB hard drive is about $350, including parts and labor. And the
average cost to replace a logic board is a $1,000, including parts

and | abor. The additional $200
scheme of things. Most computers start to see problems immedi-
ately after the first year. E 1

style. Students, faculty and staff members are constantly on the go
with their computers. Owners throw their computers in bags, back-
packs and carry them throughout campus and the college commu-
nity. Being portable has its benefits, but it also comes with a small
price. It becomes a lot of wear and tear on the cosmetics of the
computer as well as, and more importantly, the internal hardware.

An addi ti
ing that the manufacturer will cover your personal computer repairs
for the next three years. That is why if you do choose to sell com-
puters through your college bookstore, | would highly suggest you

sell the extended warranty along with it. Even consider making it a
requirement. Because in the |
seller a lot of hassles if your customer ever encounters a problem
with thei P . LS4
youodre covered under the warr antNetworkingt here i s no
your repairso.

wWorry,;

With proper maintenance, a proper extended warranty plan and
frequent
work will be protected for the average life of their computer and
most of their college experience.
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hard drive back ups, |y

Loss of a
Friend

Chris Hojnacki

Former Director of the Niagara County Com-
munity College Bookstore, passed away in
December 609. Chri s
store business for many years. Our sympa-

thy goes out to Chri|sd m
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Fall Meeting
Genesee Grande Hotel, Syracuse, NY

Wendy Stevens, Meeting Chair
e aIﬁiclh Kloster, Pretsident CSﬁ\-NYS
y 1.5no mu C at
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A big Thank You goes out to Enviro

for donating the tote bags for the CSA

-Tote
-NYS fall meeting!




Wh at |l s Your Storeds Brand?
By Diane Lippa
Apple

Brand identity is the way in which you are identified in the customer's mind. Your brand is ex-
pressed by your logo and reinforced by the images used in your advertising, the words used to
describe the products and services you provide as well as with the customer experience in your

campusstoreA campus store brand represents the b
s 0 nétre, 6r reason for being a valued entity on your campus.
Letbébs think for a moment about a brand with

certainly recognize the logo, but what is the brand proposition behind that logo? What images or
thoughts come to the forefront when you see that familiar logo? Good coffee? Consistent qual-
ity? Homey atmosphere? A meeting place for friends? Wireless access? A quiet and peaceful
environment? How does that brand make you feel? Does it compel you to keep coming back for
a similar experience? Or do you simply walk past the familiar logo and location because the
brand has not earned the right to encourage you to step inside?

Now | etds think
does your Campus Store brand stand for? What is your brand proposition? And are customers
loyal to your Campus Store brand?

Your brand proposition on campus might include the following:

A Strong knowledge of customerstifase whi
A Vvariety of product offerings

A Support of the wuniversity.

A Easy access on campus.

A Strong knowledge of departmental need
A Ability to create promotions applicab
A Capacity to integrate student financi
A  Access to educational discounts.

A Convenient access to a variety of goo
campus.

Make sure that your brand proposition is firmly imbedded in the minds and buying be-
haviors of your customer. Consumer satisfaction and store loyalty contribute to repeat
purchase behavior, but, it is extremely impacted by your marketing efforts, which must
be ongoing and take a variety of forms such astane promotions, event marketing,
seasonal marketing, online web presence, facebook groups, to nameNetaw give

up on investing in your brand. Brand management is ever more critical in the virtual
world in which we |ive, where spending
that your brand is so wetlefined in the minds of your certified proven spenders that
they always come to you first when looking for goods or services.
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Who will earn the coveted CSA-NYS Outstanding Service Award this year?

CSA-NYS is pleased to honor a vendor who has provided the CSA-NYS members with
outstanding service in the past year. The award will be presented at the Recognition
Banquet at the Joint Meeting and Buying Show on April 11/ 13, 2010.

Please send us your nominations:

Considerations:

e Service Support

e Reliability

e Follow up

e Product Knowledge
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Store Name:

Store Contact:

Nominee:

Vendor:

Comments:

Please print this page and send your nominations to Rich Kloster, Wells College Bookshop, Manager
Smith Hall, 170 Main St, Aurora, NY 13026 Fax: 315-364-3325

Nomination Deadline March 1, 2010

a

CSAANYS Meetings at the Super Regional M

CSA-NYS will be holding a membership breakfast meeting at the Joint Meeting on Sunday morning, April
11, @ 7:45am. This will be informative; to let you know what the board has been up to this year. Any con-
stitutional changes will be explained at this meeting.

Monday, April 12 @ 4pm there will be a Business Meeting. This meeting is very important! We must have
50% participation by the members to be able to vote on any changes. The constitutional changes will be
coming out soon. They will be emailed to each member. If you are not able to come to the Business Meet-
ing, PLEASE send a proxy form with another member, so that you are represented.
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