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In compliance with the Small business Retention and Development
Agreement, between the Village of Arlington Heights and the Arlington
Heights Chamber of Commerce, Section Five ask for a quarterly report.
This report will combine the first quarter report with the second
quarter reporting for the ease of presentation to the Board of Trustees.

The report will address three key areas from the visits and data
collected for the period August 1, 2013 - January 31, 2014

1. Retention Visits and Survey Results

2. Expansion Plans and Opportunities

3. Identified Needs -
Educational, Promotional, Developmental



Retention Visits and Survey Results

Visits were classified as Qualified and non-Qualified
to identify different levels of a retention visit

A Qualified Visit is defined as having a direct conversation with the
Business owner or manager that included an introduction and an
explanation of the SBD program. Topical items were discussed; signage
being a primary topic in the Downtown District, and follow up was done
in person or minimally by email or postal mail.

A non-Qualified Visit is defined as having a direct conversation with the
Business owner or manager but not having ample time to acquire
enough information for building a relationship. Issues were discussed
and literature or information was presented. Follow up contact has
been done and subsequent visits /communication can advance this
client to a Qualified Visit status.

While the focus of my visits were in the Downtown District, the overall
program balance will be maintained in the 34 and 4t quarters. The
downtown district has a high density of businesses and a single issue
can erupt quickly, as can an opportunity for positive action. During this
reporting period, the downtown dominated with a single issue that
created an opportunity for repeated visits and direct partnership with
the Department of Planning and Community Development. However,
while the visit numbers are heavy in the Downtown District, the
reporting of Identified Needs and Expansion Plans and Opportunities
balance feedback from all three regions, identifying common threads of
topics and themes.



Data break down collected from the 148 visits for the period:

Degree of Visit

Degree of Visit

# Qualiied

Business Association

< Chamber

= Non-
Chamber

Business Type

= Retail

% Professional
e e ‘fg -Service
N «B2B
- Food

}Quahﬁed 76
L&on-Qualiﬁed 71
Business Association

Chamber Members 55
Non-Chamber Members 93
Business Type

Retail 43
Professional 37
Service 23
Business to Business 9
Food Establishment 36
Business Location

South Town 19
North Town 14
Down Town 115

Business Location

= South Town
4 North Town

Down Town

=« Non-Qualified




Expansion Plans and Opportunities
Identified Need
Educational, Promotional, Developmental

This section addresses the needs of the Business owners visited, whether attained
through qualified or non-qualified visits. A critical part of the feedback was offered
under the premise of anonymity and confidentiality. Business owners are looking to
avoid both the media exposure of their thoughts as well as the identification of
themselves to protect them from a perception of heightened scrutiny by entities upset
with the comments. I've adapted this category to include three sections:

I Emotional reaction from business people visited
1. My needs, realized as visits evolved
1. Combination Report of Identified Needs by those visited and my
observations for Expansion Plans and Opportunities

I Separated from topics of concern are the emotions shared by those visited

Partnering with the Village on select visits - Business people are impressed, and
often time shocked, that someone would take the time to visit them and listen
to them. The need to be identified and valued is authentic and sincere. [ think
it can only strengthen their desire to continue doing business here in town,
Assuring them of Confidentiality allows conversation to expand but it is not
uncommon for them to ask for re-assurance more than once during our visit.

Listen More, Timely follow up - Business owners express a lot of concerns, with
the variety including Village issues, taxes, competition and business neighbor
complaints. Having someone that will listen is therapeutic although | make it
very clear that my role is to help them navigate through these issues, not solve
them. Because the meetings are introductory between me and these business
people, compounded by the length of time they have been waiting for the
opportunity to be heard, I think giving them latitude on the subject matter is
important in forming a deeper business relationship with them going forward.
The result has been positive and encouraging for subsequent visits or at least
maintaining an electronic level of communication.

Training and FAQ on Taxes - Education on where the tax money goes that they help
generate by operating their business is a particular example of a need. They would
like better education on how tax use relates to a better business environment for them
grows to wanting some level of input. They are aware that the final decision is for
others to make, yet a deep compassion to be part of the process, at some level.



11,

Visits have organically identified needs for me to be a better advocate

Better educated on the Village procedures that business owners have expressed
frustration over. Gaining access to the timetable program of a project can help
identify the efficiency of the Village staff and teach business owners how to
access this valuable tool.

Continuing to adapt the visit format to fit the need of that particular business
persan. Listening is so vital to a qualified visit and making that visit a positive
experience for the business person,

Developing responses that build credibility and trust while trying to respond to
needs on a timely basis. | represent the Village in this capacity and my response
time reflects on both my integrity as well as the Village government and staff.

Establish and strengthen relationships with the Partners that are critical to the
success of a collaborative Village message. These groups include but are not
limited to: Chamber of Commerce, Community Planning and Development,
Schools, Park District, Building Department, Library, Economic Alliance,

Public Works, Fire, Police, Frontier Days, Special Events Commission, and
Commercial Property Owners.



I Identified Needs:
Subjects of Topic and Query
Expansion Plans & Opportunities:
ldeas to ‘Move Forward’

1. Alcohol Service and Training
a: BASSET training
» Betterlines of communication showld prevail in topics of this severity so that more
than 5 respanses of 138 should help dictate policy. While still a privilege, a liquor
ficense holder needs policy help that holds the employee to accountability, in addition
to the owner,
# Punishment for violations should have intent to remedy the problem, not risk the
health of the business. Villuge sponsored BASSET truining could be a solution.
b: BYOB
~ o Same ype of registration jor businesses without liguor licenses would level the
pluyving field jor businesses already carrying a liquor license, BASSET training could
heu stabilizer,
¢: Complimentary Alcohol
»  Without documented reason to regulate, don't,
d: Expanding Liquor Sales
~ While the opportunity for business to expand into their full business model is
understood, the same should be considered for private liguor stores who have
been held back by limiting their small packaged liguor sales and
compounded by expanding their competitors market while limiting their own
full business model,

2. Bikes and Benches - A tremendous asset in the downtown district
a: location placement
~ Understanding that the Bike Commission knows the regulations of the Villuge,
consider them collaborating with businesses to determine need and plocement
b: request
= Open conversation with the Bike Commission and business owners would reach
a regulated accord
¢: removal
» Notification to the sume collaboration would help alleviate any tension fora
decision on removal

3. Business Closings & Prospecting Businesses
a: Pro-Active Approach
» ENteblish a relationship with building owners that provides leasing information
for retention prioricizing



b: Collaborative effort to retain
A Provide business at viskowich resources that can assistwith shartcomings:
Chamber networking & marketing, Library education and marvketing, SBA
financing and education, SCORE counseling and mentoring
c: Shopping District Mapping
~ dentify a shopping district’s current layout, by address, to help identify
vacancies, create business type balance, use as a murketing tool for prospective,
moving or expanding businesses. Update quarterly to maintain integrity.
» Format this same tool as a shopping guide for consumers to increase the
messaging of ‘Shop Local and the 'Discover Arlington’ marketing themes.

4. Communication - Current toolkits are a great model to revise and
build upon to make instructions easy to find and easy to use.
a: New Business information verification
~ Welcame email sent out with a Call to Action response that could be initialed or
accepted ina computer signature.
b: Business license expanded information
» Current form revised to include texting and simart phone access, possibly even
an ‘app’ that could help businesses navigate. Even, a ‘How Can We Helpline.
» Create a process for verification & accuracy.
» Request information re: building owner/management, length of lease, etc.
~ Provide a legal disclaimer that expands the usage of the information provided.
c: Welcome Packet for Businesses, new & old
» Parking info
Downtown District: Entertain a discussion with business owners, staff and
Police on incorporating parking permits into the business license using a scaled
ratio. The goalis a solution to the employer/employee curb parking problem,
~ Discover AH info
“Working with the Economic Alliance, develop a collaborative between the
Chamber, Park District, Library and School events to produce kiosk signage
that identifies Village activities; the same could work for the message board.
A similar collaboration with these entities” websites can make navigation for
consumers easier to participate in Village wide events.
A second tier of partners would encourage mentoring between large/smull
businesses and could include the Schools for internship participation. Sample
second tier partners include Daily Herald, Northwest Conimunity 1 fospital,
Lutheran Life Communities, Arlington Racecourse and other high employers.
-Marketing timeline for a cohesive targeted marketing built to succeed.
~  Advertising opportunities
Cross spansaring events hetween the entities henefits everyone and generates
hugher attendance for events and activities.
~ Video production opportunities
IF prodiccing g video at the Library can give a business a view on the Villugye
piblic channel, then this gem of un oppor tunity should be better promoted,
- Contact flyer (update of 2010 version)
SIhis valuable tool needs revision and set in the language of a businessperson.



~ bEmail & texting verification
Utilizing today's technology to communicate better and notify owners faster.
~ Expansion Q&A
Sametimes business growth is stumped because business owners don’t know
where to begin and don't want questions or inquiries to be construed as u
commitment or be placed under a nticroscape before its necessary. A tool kit or
punch list for planning could alleviate the resistance to begin an expansion.
~ Assistance with code violations and property owner
Within the umbrelia of the Village, there needs to be an independent
madverator that can help clarify where responsibilities lie hetween tenant and
landlord so decisions are equitable and factial

5. Electrical Supplier
a: Initial program rate change
~  While the initial program was a huge success, subsequent rates have been only
climbing and the Village should consider advising its residents to search out
other entities that are advocates for lower rates.
b: Aggregate for businesses
» The villuge should consider collaborating with the existing Chamber program
to help businesses secure favorable rates.

6. Events & Ideas

a: Current
» These programs have great merit and could be enhanced if colluborated with

businesses to provide a fuller experience for consumers and a great RO for
husinesses, varying levels of business participation could be offered to upgrade
the budget of the event.
- Halloween - Harmony Park tree lights expanded - Sleigh Rides
b: Potential

- Due diligence should he given to these ideas that have heen suggested ar
successful in other communitios
- Ladies Night Out - Wine Walk - IceRink - Santa Visit
- Norwood empty lot usage - lce Sculptures - Pet Oriented Event
- Music in the trees downtown - Farmers Market revisions

7. Gaps in the Current System/Process - Common denominators in business
feedback is not an indictment of fault, rather, exposure of a gap that exist
where one entity contact begins and another takes over. This list of players
are NOT in order of fault or priority; situations can take different routes where
both the order and players participation varies.

A consistent link of communication shared by these players, in varying degrecs,
would prevent the ‘ping pong' action businesses feet when they inquire about
the pussibility of an idea they have or assume the answers from a meeting are
consistent with every one of the players on the list.



o tiscritical to focus on the underlying CAUSE of these common denominators,
not the need to justify actions in a single scenarin; pro-active rather than re-
active should be the objective to this initiative.

~ Istablish a scenario research program {SRP} to discover language barriers and
gaps. While situations may still occur, the frequency and severity will decline.

- Property Owner - Leasing Agent - Public Works - Engineering - IT
- Community Planning & Development - Building Department, incl. Fire

8. Marketing
a: Economic Alliance efforts
» ltmay be helpful to invite different sectors of the husiness comnmnity to
mectings when issues are being brainstormed to allow (nput; results could then
he shared and co-owned through email /text or shared file groups.
b: Collaborative efforts
» Openinvolvement brings more acceptance to an idea and its results are
shared/owned by the businesses who participated.
¢: Village funded efforts
» A balance of funds invested for the return should be focused on business ROl as
well as current criteria used to repeat an event.
d: Co-op programs
» Creating ‘skin in the gume’ for businesses increase success and participation.
e: Annual Marketing Timeline
~ Documenting events and activities notification a year in advance can help with
budgeting, participation and colluboration from entities outside the targeted
marketed event location. [nclusion village-wide becomes the norm.
Free Marketing Tools & Services
~ Utilizing the USPS for blind targeted distribution and the Arlington Heights
Memorial Library Business Card Pragram are examples of tools we offer asa
community that go unknown to many. More are still to surface with time.

™

9, Parking
a: Valet Parking
- Anexpanded idea of the current usage, with the help of the Police Department,
could create a new environment in the downtown district,
b: Garage Parking
~ Police participating in a discussion with business owners would keep the issues
transparent and factual; recommendations from businesses could help remedy
some of the challenges faced by employees regarding safety.

¢: Parking permits
»~ The program needs to be implemented for success while understanding
circomstances that may be inhibiting its suceess.
d: Curbside reserved parking



~ Mthaugh desired, its practicality could be substituted with an expanded Vulet
parking progeany; see point 7a,
e: Enforcement on private property
~ Selective enforcement needs to be explained for private property parking.
Backing into parking spaces
- Great example of government using a consumer concern to heart for a solution.
g: Commission of residents and staff
~  Would like to see husiness owners participating because they are part of the
reason, the problem and the solution.

™=

10.Signage
a: Downtown inspection issue (September 2013)
~ Agreatexample of an incident that resulted in positive effect. [nconsistent
enforcement and interpretation needs a remedy that only a collaborative effort
can resolve. The problem is not one single item or person(s).
b: Sandwich board signage
-~ Encouraging progress with a meeting scheduled for February 13% by Charles
Perkins and the Community Planning and Development Department.
Hopefully, the evolution of signage will emerge.
c: Banners, free standing
» The next big sign hurdle, enforcement should be consistent or a change should
be in the offering. The same is true for other types of signage in the Village.

11.Staff Initiatives
a: World Cuisine Program
- Tremendous idea that could find more success if collaborated with the
Chamber and other partners for a joint success.
b: Zero Interest Program
» Greatidea for attracting businesses and would like to see it expanded to
incliude a wider range of businesses and seed money for an earlier launch.

12.Vendor Purchasing in the Village
a: How to participate
»  Great staff support that needs to be communicated and encouraged so the ‘buy
local’ slogan for consumers is encouraged at the Village tax spending level,
b: Rules of engagement
~ Aseminar for training and provided to the Chamber and Library would help
spread the word on a well planned process; tool kit could emerge as well,

10



The primary purpose of this program is to reveal
the hidden gems in the Village’s existing
procedures and programs to make starting,
operating and expanding a business in Arlington
Heights a lucrative venture. From the family
owned business or franchise to the mid- and big
box retailers, service companies, manufacturers
and professional firms, we need to be vigilant to fill
the gap between Village government policy and
Business mentality. In essence, a language
translation that blends the two climates to build
partnerships that include the Village Government,
Chamber of Commerce, Park District, Library, and
School Districts all for the success of its business
community and the continued quality of life in
Arlington Heights.

< A Single Message across all the entities that
communicate with businesses and residents.

<+ Realize that we have only ONE product, a life in
Arlington Heights.

* Partnerships that produce more Offense in our
message to Shop & Live here; less defense of our
purpose and positions.

“* ldentify our Story and then show it in our Open

Arms for new business and residents.

11
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Attachment B

PROS AND CONS OF EXTENDING THE 50/50 COST SHARE PROGRAM

The following are several pros and cons of extending the treatment program for another
two year cycle:

PROS

One additional treatment would help the Village manage the EAB removal and
replacement process, by easing the burden on the Forestry Unit and contractors.
This one additional treatment could be covered through EAB Fund reserves.
Treatment helps maintain tree canopy.

Treatment helps maintain benefits of mature trees (shade, erosion control, etc).
Treated ash trees can remain part of Arlington Heights' diverse urban forest.

CONS

The Cost Share Program initially stated it was a one-time reimbursement. Some
residents may say that providing a cost share program on an ongoing basis would
not be fair, because they may have made the decision to treat their trees had they
known that the Village's participation would have been more than one time.

Once treatments are stopped, the removal burden remains.

If the request is approved, the Village Board would likely have to continue to address
the issue of reimbursements every two years.

RECOMMENDATIONS

1.

Grant Reqguest (1) to continue the 50/50 Cost Share Program to aid resident efforts
to repeat treatments through October 31, 2014.

Grant Request (2) to extend the current 50/50 Cost Share Program deadline to
October 31, 2014 to allow additional first time treatments.

Clearly state that there will be no further extensions of the Village's Cost Share
Program beyond a second treatment for residents who have already treated.
Further, there will be only one second treatment for initial treatments conducted
before October 31, 2014,

At present, staff believes that offering one additional treatment through the Cost Share
Program provides a benefit to the Village by helping advance our efforts beyond the crest
of the EAB infestation. An ongoing program would not benefit the Village as a whole and
would increase the Village's operating expenditures. These recommendations have been
discussed with the Finance Department and the EAB budget could accommodate the
projected one time expenditures.



