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Manners Matters
by Matthew Ferrara

Ok, I admit it, I’m a techno junkie. Every day I snap on a virtual
Batman-belt of tech tools - cell phone with ear-piece, PDA with belt
clip, digital camera in my case, next to my laptop of course. So if
anyone is going to have a tech tool everywhere it’s going to be me.
Yet, like good customer relationships, technology is only a tool, it’s
not the relationship itself. And when we use technology says al-
most as much as how we use it to build customer relationships.

For example, as I’m writing this article, I’m sitting on the train
from Philly to New York. I’ll take a pleasant ride, I thought, and
avoid the now-awful airport hassles. Yet around me are dozens of
examples of technology use gone awry. Take the guy next to me.
He’s literally yelling into his cell phone, because his signal is poor.
Like a bad Verizon commerical (yes, we all can hear you now!) he
could forgo the cell signal and just scream out the window as he
berates his assistant (or wife?) about something or other. His prob-
lem has become my problem, now, because he has not figured out
when to use his phone in public. Not to mention, this guy does not
know how to use his phone, because rather than cover his mouth
while coughing (as we all hear him yell he’s been sick for the last
two days) this guy doesn’t want to take the chance his hand will
block his already-poor reception. You can imagine the reception
he’s going to get from all of us staring at him when he finally hangs
up.

It’s not just about the impersonal use of technology in pub-
lic, either. It’s the interpersonal use that matters. Take another ex-
ample. I visited a friend in New York recently I had not seen for
months. We walked down to a terrific little deli in midtown and were
seated amongst a row of twenty or more two-seat tables. Immedi-
ately, I clicked my cell phone to the silent mode, so I would not be
interrupted as my friend and I caught up on lost time. Next to me,
however, a scene played out that made me think of Kafka-gone-
Kubrick with technology. A man and a woman were seated at the
next table about the same time my friend and I sat down. Almost
immediately, the woman got a call on her cell phone. Because it was
lost somewhere amongst her jewelry, purse and laptop case, it took
her about ten screeching rings to answer the call, with a loud “Oh,
it’s you!” starting us on a marathon call of epic proportions. The
waiter was waved away when her order was requested, while the
man was left sitting in silence (he glanced my way a few times
chagrined) for more than twenty minutes as the woman chatted
obliviously on her call. As my friend and I paid our check, the
woman slapped her phone shut and declared to her lunch guest,
“That was one of my other clients. See, I’m always available to my
clients!” Unbelievable.

It’s everywhere: technology getting in the way of the per-
sonal relationship because of bad manners. I’ve had students in
the front row of my seminars take - and conduct - a cell call in the
middle of a session, leaving the rest of the class and myself utterly
speechless while we waited. Palm computers now clutter the dinner
tables in the finest restaurants downtown, as conversation gives
way to tapping and beaming about the days events. I’ve seen the
best agents checking their email with one eye while listening to
clients on the phone with one ear. I watch an entire counter of
workers at the coffee shop intently staring at their computer screens
rather than asking me what I’d like to order.

For all the technology around us, between us, connecting
us, it seems ironic that the little things - manners, public politeness,
tact - become so important. Maybe it’s because technology ampli-
fies these aspects of interpersonal relationships. Poorly written
emails are excellent indicators of poorly considered customers; if
you’d care enough to send a Hallmark card in the past, why wouldn’t
you care enough to spell check before you transmitted your email?
Technology makes customer service deficiencies more apparent
because it makes them more prominent. Just like the guy next to me:
His poor management skills are made all the more obvious to those
around him because his poor technology manners make it evident
to everyone around because he’s yelling.

Now, if only someone would make a cell phone with a built in
handkerchief so he’d cover his mouth!

The Tax that Won’t Go Away!

In the early hours of Wednesday morning the CT House of
Representatives voted to pass H.B. 6841 by 96 to 53. The
Bill then went to the Senate where after an hour and a half
of debate it was passed in a 24 to 12 vote Wednesday
evening, just hours before the close of the 2005 session.
This Bill, if enacted by the Governor will extend the extra
municipal real estate conveyance tax for two more years.
CAR will urge Governor Rell to veto H.B. 6841. Send Gov-
ernor Rell an email at Governor.Rell@po.state.ct.us urging
her to veto H.B. 6841, putting an end to this regressive tax!
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It's  A Date
(Association Calendar of Events)

For a complete listing of meetings and events go to the
Members Only page on www.ecmls.com and

click on “Meetings & Events Calendar”

JUNEJUNEJUNEJUNEJUNE
20th NAR EPro Workshop ~ Cost: FREE

10:30 am — Association Office
Register now! Seating is limited.

23rd & 24th    Seniors Real Estate Specialist Designation
9:00 am - 5:00 pm —Groton Motor Inn & Suites

27th Home Review Deadline

JulyJulyJulyJulyJuly
4th ASSOCIATION OFFICE CLOSED

In observance of 4th of July

12th New Member Orientation
8:30 am - 4:30 pm—Comfort Suites, Norwich

12th Home Review Deadline

15th Summer Beach Bash
5:00 pm — Ocean Beach, New London

20th ARIS Online Training
— Association Office
$10 ~ advanced registration is required
BASIC: 9:00 - 11:00 am
ADVANCED: 1:00 pm - 3:00 pm

21st ECAR/ECRIS Board of Directors
9:00 am — Association Office

26th Home Review Deadline

Keep Us Up-To-Date
Send this to the Association office if your e-mail address has changed

Name:  ______________________________________

New e-mail address: ____________________________

Member  Benefits

ECAR Calc
If you own any device that uses the Palm Operating System
(Palm, Handspring, Sony, HandEra, TRG Pro or one of
the newer cellular phones) and would like to leave your
financial calculator at the office, yet still be able to perform
basic mortgage calculations for customers and clients while
on the road, then you’ll love the ECAR Calc Financial
Calculator for the Palm! ECAR Calc is a customized ver-
sion of Canale Calc, developed by Stephen M. Canale, CRB,
CRS, GRI, RAM, (Speaker, Trainer & Author - Technology,
Marketing & Sales) and has a retail value of $15. Contact
the Association for your free copy!

RECampus.com
Our affiliation with Dearborn Publishing allows you to pur-
chase over 400 titles, including books, software, audio tapes
and videotapes on line at RECampus.com http://
www.dearborn.com/recampus/home.asp?pin_id=707007
Our Principles and Practices students can also take online
practice exams for the national and state portions of the li-
censing exam.

SAVA Insurance
Donna Yother

Phone: (860) 437-7282
Fax: (860) 447—5656

Email: DYother@savainsurance.com

5% discount on personal auto, home, boat and personal um-
brella insurance. Additional 5% discount if payments made
by electronic funds transfer. Sava Insurance also offers the
AFLAC Cancer Protector Plans, Personal Accident Expense
Plans and a Short Term Disability Plan. Call Donna Yother
for more details

We welcome your input.  If interested in submitting
an article for the next edition, submit by 6/21/05.
Contact Beth at 537-3337 or Fax at 537-8886.

e-mail: beth.jessop@ecmls.com


