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challenging deceptive advertis-
ing claims and publicizing the
information through the media
and its own bulletin. The BBB
also began distributing “Inves-
tigate Before You Invest” cards
to factory workers.

- Funding for the BBB was pro-
vided by :member companies
that supported the truth-in-
advertising movement of the
era. The bureau was formed to
self-regulate business activities
and received no funds from
government sources.’ Today it
continues to operate lin. the
same-:manner. . . : ]

- Monthly BBB meetmgsi Were
held ; at the s E

ing pleas for help from con
artists who were supposedly
trapped in Mexican jails. The
BBB began received
widespread attention by mail-
ing letters to residents who had
just lost a relative warning
them to watch for an
unordered C.O.D. package
arriving for the deceased. The
Bureau’s work with retailers,
police, and the district attor-
ney actually expanded to
shoplifters in the thirties. One
BBB archive tells of a man who
was sent to jail after stealing

whisky from Walgreens.
Advertising review efforts
were expanded to assist the
furniture, fur, and automobile
industries to develop fair prac-
tices. Unsubstantlated claims of
; wholesale

HoustonClub |.. =~
to discuss the |*""
validity: -of |-
advertisingi |
claims; - work: | i«
with ‘local .« ;-

newspapers, | . &
and develop a {, -

membership |
base for' sup- -
port. The

original

Board . of |
Directors - wias

i Ipricing
became a
major adver-
-tising issue
during this
time. The
promotion of
business
opportunity
schemes
began to
show up as
well. Formal
| advertising
review was

made up; of :
visionaries who worked as
retailers, advertising execu-
tives, media; representatives. :
Three: .board members: were
current; officers' of the Cham-
ber of Commerce. By June 1929
the organization was. thriving.
The annual meeting was
attended by -150 members -and
guests and the speech :was
broadcast over KPRC. The
onset of the depression quick-
ly changed the BBB’s direction.
The membership roster soon
diminished leaving the bureau
under-financed and forced to
seek a loan to stay afloat.
The bureau altered its scope
and began recovering by 1935.
A.D. Collins retired as Secre-
tary and Manager in 1936 and
C.E. Buehner was hired. The
board of directors was expand-
ed and membership increased.
BBB employees began working
closely with the District Attor-
ney’s Office to address a wide
range of local issues. Some of
the most prevalent fraudulent
practices of the period includ-
ed fly-by-night sales crews,
travel agents, sweepstakes tele-
marketers, fortune tellers,
unpublished directory .adver-
tising offers, chain letters, lot-
teries, and insurance schemes.
Houstonians were also receiv-

maintained with the Houston
Chronicle, the Houston Post,
and the Houston Press.

The Bureau’s current media
relatie‘)nship with KTRH began
in 1936: with a Saturday night
and :Monday morning feature.
By 1939, the “Little Theatre
Players” : produced evening
radio skits on KTRH based on
BBB files.

Philanthropic requests from
unscrupulous promoters led
the BBB to take a close look
at charities. The practices of
panhandlers and organized
operations were examined.

The overall increased activi-
ty led to the expansion of the
BBB’s phone services during
the 1940s. During this decade,
the BBB launched a long-term
crusade against loan sharks
that did not end until the
fifties. Records are sketchy, but
the demands of World War II
apparently limited the activity
of the BBB.

By 1955 the number of calls
to the BBB had climbed to
65,000 for the year. In 1958 the
Houston Police Department
reinstated the Bunko Squad to
aid the BBB’s efforts against
loan sharks, home improve-
ment schemes, and fraudulent
pest control services.

/

During the 1960s there was
an increase in medical quack-
ery cases, fly-by-night land-
scaping companies, and direct
mail. In 1961 Richard McClain
was hired as general manager
to replace C.E. Buehner who
had served for 26 years. The
Bureau began working with
dry cleaners to facilitate a
mediation program to settle
disputes. By 1967 the number
of calls to the BBB surged to
10,200 per month. McClain
aggressively monitored adver-
tising during his tenure.

The 1970s was the decade of
time share promoters. Direct
mail and telephone solicita-
tions would entice consumers
to visit a resort property with
the promise of receiving a free
prize. All that was required of
the consumer was attendance
at a sales seminar. The sales
tactics were extreme and many
promoters oversold the prop-
erties leaving buyers empty-
handed. In 1975 the BBB began
receiving complaints about
overseas employment offers.
Promoters of the scheme
charged oil industry workers
advance-fees to guarantee high
paying positions abroad. These
positions never existed.

The boom and bust environ-
ment of the 1980s affected the
Houston BBB in much the same
way as it did in the late twen-
ties and early thirties. The
Bureau survived the crash and
rebuilt its membership base.
Beginning in 1980, the BBB
began handling arbitration cas-
es for General Motors. After a
Federal Trade Commission
arbitration order in 1983, the
Houston BBB began handling
thousands of cases per year.
The most prevalent consumer
issue of the period was the sale

of solar energy systems to
reduce electric costs. Con-
sumers lost over $50 million
as a result of this scheme.

In 1993 Jean Herman was
hired as CEO of the Houston
Bureau. During the nineties,
the BBB has expanded its edu-
cational role in the business
community by offering semi-
nars, publications, speeches,
and a variety of services to
help companies succeed. The
Houston BBB was the first
bureau in the nation to offer
a 24-hour Spanish reporting
system in 1993. Industry pro-
grams were developed to work
with focus groups of business
people and produce. free
brochures for compames and
consumers.

During the October 1994
floods, the Houston - BBB
responded by distributing dis-
aster kits to the public warn-
ing of fly-by-night contractors
and furniture peddlers ;who
typically follow storms, in
search of victims. Fraudulent
telemarketing operations based
in Houston were the. major
source of complaints in the first
half of the nineties. Local and
national media coverage has
also increased dramatically.
The Bureau continues to work
extensively with regulatory
agencies and law enforcement
to minimize fraudulent activi-
ty while educating the com-
munity. -

Today there are 137 BBBs
nationwide that are supported
by more than 230,000 local busi-
nesses. The Houston BBB has
approximately 6000 member
companies in the metropolitan
area. Local Bureaus are net-
worked through the Council of
Better Business Bureaus located
in Arlington, VA.

HOUSTON AWARD FOR QUALITY
Category: Small Retail

Houston Jewelry |

Houston Jewelry has been a
leading retailer for over 44
years. A family-owned store, it
first opened in 1953 in less than
2,000 square feet above the old
Baker’s Shoe Store on Main at
Rusk. The store was a com-
mercial success from the start,
and grew to a five-store chain
of catalog showrooms.

Through its growth, Houston
Jewelry has benefitted from
three generations of family
influence. Today, Andrew
Solomon and his son Rex share
the responsibilities and leader-

ship of Houston Jewelry. They
pursue their passion and
dream of continuing their fam-
ily tradition, willing to sacri-
fice time while making changes
without being fixed in thelr
ideas. C
Customer service is one: Way
Houston Jewelry sets itself apart
from others who compete on
price and quality. Being an inde-
pendent jewelry and fine gift
store, the owners feel :that: they
are able to -provide ‘more ‘per-
sonal customer care than.larg-
er, corporate run firms. To
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ensure that customers receive
the utmost attention and ser-
vice, employees are regularly
trained on new technology and
procedures. The store also holds
regular employee meetings to
introduce new products, their
features, characteristics, and
benefits to the customers. Hous-
ton-Jewelry’s philosophy is that
a' 'better informed salesperson
makes for a happier customer.
Service for the customer has
become a way of life at Hous-
ton ]ewelry not s1mply a mot-
to. -

- ‘Customer sat1sfact1on has
alwdys been a priority for
Houston Jew- :
elry. The
company
takes pride in
its're eat cus-
tomers,.. some f#
of rwhom ‘have
continued to
shop with the
firm for over
44! years. For
many older
, customers,
their: ‘¢hildren
and- -‘grand-
children now shop at Houston
]ewelry -

It is the pol1cy of Houston
Jewelry to always do the right
thing for the benefit of the cus-
tomer, This is achieved through
a warm and comfortable show-

room. In the
fall and win-
ter months, a
fire is kindled
| in the store’s
| fireplace

where cus-
tomers and
friends can

gather around
the radiated
warmth. Dur-
ing the holi-

o day season,
candy canes and other delights
are offered to add to the shop-
ping experience. Year around
the store is filled with fine art,
curios, and antiques which
make the store a destination in
itself.

Quality assurance is main-
tained through double check-
ing customer work. When the
store’s technicians deliver jew-
elry and watches from the
workshop, another staff mem-
ber reviews the work to be cer-

“tain all work was performed

as ordered. Only after a suc-
cessful evaluation is the cus-
tomer called and informed that

the item is ready to be picked
up. At the close of each busi-
ness day, a comprehensive
‘ report reviews each transaction
that occurred that day. Any
irregularities are immediately
corrected. :

Protherm, Inc., is a certified
woman-owned maintenance
oriented asbestos and lead
abatement, scaffolding and fire-
proofing, infrared inspection
contractor. currently perform-
ing -long-term : maintenance
contracts in the Gulf Coast
area. The company was found-
ed on the principle of contin-
uous ‘improvement and has
continually embraced three
fundamental - principles-safety,
teamwork, and quality

- HOUSTON AWARD FOR QUALITY
' Category: Large Service

Protherm, Inc.

enhancement. Senior manage-
ment feels strongly that these
guiding principles are a solid
base from which to build a
successful and prosperous
company.

Protherm began its quality
program in 1992 when it hired
a quality consultant to assist
in moving the company’s qual-
ity processes forward. The
company used a formal pro-

cess of writing a vision and

mission statement and defin-

ing the goals that would pro-
pel it forward.

In 1997, the company. hired
a full-time quality coordinator
to help facilitate teams and
bring additional support ser-
vices to the overall quality pro-
cess. The company currently
has 11 Continuous Improve-
ment Process (CIP) teams.

process that ties back to the
progress and production track-
ing program ‘

e Developed and implement-
ed a behavioral based safety
process company wide-

Protherm’s pres1dent is Jim
Gaudet. Mr. Gaudet and. his
executive

‘team: '‘make
regular pre-
sentations i to
customers ' in
order to elicit
their feedback
and criticism.
Based : on: this
feedback;
steps- are: tak=
ient to .address
problems :and
For

t

,»concerns.“
lexample)]

These teams have accom- based on customer feédback;
plished a number of success- Protherm has  improved - its
ful projects over the four ye_ars safety process, real1gned qual-

of their ex1stence, mcludmg :

/ j H

o Creation of a compa:nv
newsletter in two languages

¢ Creation of an implementa-
tion of a rework log-

. A waste elimination program
. Development and - imple=
mentation . of customer and
employee surveys ~__ b
. Implementrng a formal pro-
cess i-improve+ z
ment/ reengmeermg program ;

!
° Developed and 1mplement-
ed a supplier quahflcatlon pro-
cess sl

. Developed formal procedures
for most departments

e Developed a quali'ty.: manu-
al R i

ity initiatives, ' and even
repladed project managers ‘that

: were-?’_lol;\ly% paying' lip" serv1ce

to fhe process. | i

! ‘Senior ‘managers in the com-
pany have received extensive
training in total quality man-

; .agement practices and prmc1—

ples, including managing- the
~TQM " process; " téam :building,
and leadership. -Each of:ithese
managers: .is - responsible’ for
delivering: :training: to prO]edt
and’ department jobsitesi

- Protherm’s' commitment " to
zero defects:is:an-ongoing pro-
cess "of | continuous / improve-
ment. The ‘company’s' empha-
sis ‘onitotal quality canl be: seen
irt - displays throughout iits
offices,. and! is: a :feature ‘col-
umn in the company’s regular
newsletter. Each employee has
been given a copy of the com-
pany’s quality policy, and
understands that qual1ty dr1ves

e Developed
a personnel
manual

¢ /Developed
and imple-
mented a Pro-
cess & Pro-
duction
Tracking pro-
cess for main-
tenance ser-
vices

o Established benchmarks for
all types of work performed

. Developed and 1mplement-
ed a computerized estimating

decisions just as safety does.
To reinforce the quality mes-
sage among employees, the
company holds a:Quality /Safe-
ty meeting each Monday morn-

See PROTHERM, page 4



