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Cendant $Iobility Wins Sihell Oil Aecount*
Thkes Over f'rom Frudential Relocation

( - L ' n d . r r t t  M r r l r i l i t )  t J k ( ' { ' ' y ( ' l
the Shell Oil clcntestic rckriil irr 
i.rcr nt ii LX')t lLnrtleltial
Relrxelion, *hirh has serviced
ilre e ,.)nlrilct si:tcc lr).t.1. J'hc
lrairsportil i.jr.lt piece ivill go ro
t h t i c  t , t , , '  t i r ; :  ( r ) t l r f : l 1 i ( :  l l L  l r i \ l

:rig {.ilr.rrhc} and Suc|luth. L,ors
' r l  t l t e  \ J  n  t l i r o n  ; | .  1 f  i s 1 i 1  1 g p 1 | , ,

l,esstns l,earned
-) Ile l)r'Lrlrliva h,v linding out whnl

oth*r i{xrrpt irii rre ollering

-+ Arrli voui:;ell with kncrq,ledge tl.ronl
ihr liricsl technologv rvtilrtrlc

.l l)oli 't i is\nllc Llli l{ lhc k;\l,esl rrrk
bL;tlont price lviil gujrilrrtcc busirress

.| i)Lrl'! wait until tt1 R|P c{}ine$ (1n1
t0 olfcr clierts bcttcr dcals.

. )  [ . r . l i r 1  t ' \  \  l 1 . r l  l l r f  f t '  l l l i l n \  \ i r ) \  i l

\\':t n Ls,

.* l i i i ,c thc cotnpiit],V $,hiit i l  wt l: i  noL
\t"hil1 ),or lhink i l needs

scnls a blow t0 Prridenlial a d
lerl'r::s ren ltors hand.ling Shcl I
Oil tl irnsfercc ntovcs in hnrbo..,
Ctnitant lLtrll." r it cr rr:len.a.ls tl
rls or.n pr("lirlcd tgenl netw-i)1.k
: tnd other  bwkcts o i  choiec.

J:'irruela llruun iiom Shcll Oil
.  ,  r r r  l i r  t nc r  I  t h i I  l l t r .  .  r , 1 .11 , , . . 1  , , , , . ,

;ll,ardcd to Ce ntiant bur
rvouiii ilol qut]lt]ri1i {)t
*h1, the slvitch tlxrk
p laoc.

ilnrclcntial Relocalir.il
rl l icirls also dccl iricd
corn1-ltent. Siir.Uce s lamil-
iar *'itl: thr llFP proe*ss.
howevtt-. lut br)1it aotlipl-
nies t.ieitr in latings iirr
eusl{) :cl  r ; i l - ls i : tcl i (  111' ld

Shcll 0il wrs h:rppv wirh
PrurNerl.irl sr,.n iccs, lxt
Clenrlant u.'on thc bid
bccalrs* ol'il: c:lll cellcrr

.. 'rt i l  i tt.t l{ l trt l tttu, 2
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(  g rdJ , l t  \ l r r h r l r r r  \A ' i n "

crprL,ililies,--t1ul.r usetl lo $p*r-
aLe its a.l'linity businrs:-atd
:*n0vrli!e pricing,rlr*eture.
{lenii::nt'r pricirrg ;:ti:tircdclog,-,
they s:t_v. in*tli,es rladtg
orpr,flrlf1 of tltc rr:lor:afilrn r.tpcr,
at i{)fl. gr.lilriJnl**;l;g blth tlre
lhifd party and {rrporatc_ clier':t
:r;*rc iir:i,rlrci:ri br::n,:l ' its.

{lentianl tr;llrnrteli i l u,lr
:rq,rder-l tlrc lihell iiccli"r::t br:r
si[d i1 won'1 reieese inli:rn:l.irrxr
ilboul Ilro aont-itcl. Samanlha
Ridcl. l.lendunt ll lbility'i nrar-r-
igr' of puhljc relalio;rs, tells
ltelot*ti*rz trlcpart.

5i]. pojlted oui. holr,cver.
llilll the igft-tl "clli csnter'.  serj
]]r lfle ertlaii requesf.ing (:{:n)l[]ei.it

A.cct)Lx-l1i:,

ulgy cr{:rtg cnnlusiltr. "Vfc 
do

r'r(11 fper,ite in a call cgl1ter.envi-
rotlil.ll.'^ Ii.irler slty: .i*.ln r:;lail
- ! \ i r r r , . .  R , ' t h i , .  . ,  . ,  l l  t ' . r , r . j . ,
ring ei:rpkrvee ir r*r-,,ed lrv a
Llgiirrtrri flor;suli::r11.,.rhr: i:
rhiir:.i:tgle p.]in! i)1 .on1;.1c1 lil
{:.n{lant Mrbiliry. -f h.t:
{lo*sLrlt:tnt has *t intc.{l-lrpd
lfchn{)li,!y il:rd leicpi:or:e s1s-
te'[ 3l lltrir deskl(t]:] th;]1 sult-
t r a i l \  i l t \ " i t  l . '  J t  r \ . . , ,  . , : i t ,  , t . , 1

lr! t|]t!(]]-ner trpe;ience.''

Pr'icitrl revi.,lving ar.i:llril tht:
ure o1 cell t(:atl.l-g hiis llr:fr)
ldlpteJ in ollrcr iudustrir:s :uxl,
rl sorrr valil l.i ln cn:: h* adopfed
iu ihe :eloelll l i*ilultt"1 ccLtld
r i  r , ' l t  l ; . r  t , r .  t i , .  \ \ : , .  r l l t r . ,  I .  . r
ll*s dit brlitlets- Thr: cLrlrnt
prrclil:f ,truitrre har bten irithly
eri!raz*,J. by .tak:eidi$N .rubd$r1 .
lftlctox hultratrd wrth ihir.{i,
lntlia:" i,1{) rL}{r{lrne]li ol rxfi]
fee: 1ll tlrc srrvic*. Tliird-pll--
x.jcq thcntrfllrs rrc uurlct" pi"e s-
rurc Lo ol'1eL corp0ttliot zero
t* contriltts ao {eL tl}c Inrit.iqsr,.

Shell {lil Switc}red
Fr*viders 1,'or ibe $i:rlqe {X'

Oallers 1ar- Shcil {_}!l
switched lrov.iilrr"s h*;ttl* lire
{r.i1t:ipan.1 n0fiJed i. fr-*sh sart.
"itr:irg al in*rril l;*n1 for a 1o*g
linre is l aegrtive in *u irlriur-
l r . .  . , 1 \  .  . l t  i r i , l ' . . t r - , ,  , , ' n . r  l l i l l r t .

t.ttl inutd Jizt*t pugt I

"AI siitric pl);n1.. pn)Lrn-etlle:ti
jLrsi asks^ 'l{nr.'di: r{}u it.i11.
t ; : r ' \ ' . ,  t l ) . : :  - . ' . \ l  l t ) (  r   l \  r l l  .
ate oi'ten ori thc r,lelensive ri;:le
the! rrr* i;p iigai']sl rxtntfeltl{tfr

ltrt;pcsinl Liii ler *1t.. pLrr1rirte,.llr,
br:11r:r lttr';gll|l s arlrl prici|1.
{.lrrporxl;r}i}! rr'pic:i1,t i:sur
R F I -  " , ; r , t l  . , , , , , i  t l l  \ , ,  . ' . \
1u!1"1 lhr b.rst deel lhln thcir

' ' .  \  i r i ,  !  ,  I  i l t ! , ,  i ( , , , t ,  . : ,  L r : i .  ,

ft:e11,nfte"
''All Ri;Ps iirr intcndc{.i ti}

1111.1 o|lt *irt tlre ntartltplai,:
, ' , { l  i ' c . r .  .  r \ .  , , r  i : j , i . . \ i i r  .  . l

sli ltan1. li;nrplniet will crrll
pare t*tirlo)cgict hr slr: i i *{iti:r
,,:tIit1;:' iriel r:ii i: l- ltd';r gr- |]tcllt '
c ll icirtt] svstelrs i.L) lrtltl i lt:c
relclltl ir.rl i l! . 'reft ts pfiti lt!I,

l l id llenil:rnt prlposc tr; ria
thr ticr*l tbr Jtl; irt*u.:1,'i
lir)i.!fte! ai;d nol liiili ,hout Jll.-
ariilc asllerli {rl Cit!l{ll]ini'r etrt),
1rarl. bdl {1r! ;prr:i.i i3lr ll}onri\.
whiir al jr;rpru1;tnl. ro;tslderl,
l1ar1. !,,ar nlrr lirr r|.ir,i lg iulcr
lirr ll1{i.hangr, 3hel1 i.}ii chor*
C r : ; . ; . r r r  r l r  . j ' t : r  l ' . ' l ( l c ' j r : . i i  .  : . . .  r
nrinrtc *l'l '{:irl tr ci'ler its clien:
neftilr p(]flitg.

When Pru.irtlirl l rrughl
w:nC ll a:.t l{Fll ecnrilg r;ut. :r
lr0ilrrc stlls. the third,p:irr1,
, r l ' : , 1 : t t  S h L  l r  . , r . . I ,  , .  . .  . , ,  .  1 , , . ,
\'',llh .li-i% tl tlrc reierlai lee

L {t1li ljfti t.}ft J}{t!(: -i
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Cendant Mobility Wir:s Ai:cou frt. t.trttinuett /ron ytge !

going ba*l ro Shrll I higlrel
than Llsrul lliale . An inlet:al
In(  tT l ( , .  he . . r i t l .  u i ts  \ant  { ,u t  b \
Pnriiential "s irnner e.xecutive
rccounl mailag{:.r 

'be 
{bre i.ire

RFF was issue|l ciutlining the

Pruclential Erokers
|stllitwed Jio t p ,qt I

trtrlcr-rals are iikelv ro sra!
&irhir {-tcndarr unles; she 

 

oii
r"*r}rircs llri: thir.d parlv tl use
outsjrir *genrs---*n unlikely ;ce-
nado. "Rrrikcrs cl:i| lell Shell Oil
exccratlva,r l{] siiy t() Ccndant" 'tr

still wanr tc conlirue working
irtth y{r{rr enlployees. h;lr. CE{J,
r:vrn ii the rhini parlies cl-rang*.
Cal you nale sute i s!a-1- on the

: lisll Some CBOs would i:e
turned olY and say" 'l don'l wa*t
1(} *'ork tltal way.' {}thers rnay
give you the time of day. But to
pxrsne this arargemenl cii*nts
have r he ven h:rnds 0n. Shsll
r l O C \ t 1  l \ r ' L ' t ) l  l r )  I n t t l r , t n l n a g (  t r .

thal p{}lnt.
"Ther* iln't. much rnorc

lgr-:n ts   lside lilr- Cr!talani tlel-
r\,ork ca'l d() t0 c0ntinue gelting
rc len'als." sl'tc ;avs_

Which agr:nts *re r: ost likel"v
t() $it1 dle irusincss'l "Tire fi$t
people tr: get the blsiness lvil.l
proh*.hlv be whclly owned bro-
krrs purchased by NIiT, like rhe
one in Southeti Calili:rnia and
Drllas." rhc source arlils. Serei*cl
on il;rc will be (irld.,vell Bani;er'
br$k*r fiiin{:liff aifiliates which

,/*9: arc nol wholly lwned. ifhe nex.t.
rxlg ilr:ludes EllA brokers :*cl
athers. Top level er.eculives with
r t ru l t i  r n r l l r on  do l l e t  p r i rp t  n i cs
wili b* iefurred fo Sotheby's

thi[1 p:rtt-v's sll:tregy ti) reuin tc
c()rrf6ct. ilut dre olTer w*s rlcr
attrscit!-e enouglr. $ources sarv
Pnrdential did not. bave thc 1ecit,
lttrhgy kuilw-h{rl rrr capabilily
to {:amprtr ruith Cendant.

Cendant {}*ly }lel* $irrn
Gcarecl Up $'or Call
C*nfcn

' ' ( ' ( . n , l . l n t  
, .  r h r '  , , n l - r  r e l r , r , r

ti{}r': rolnpalty th:rl roi.iirl o1}'*r
lhis {crilientfr based nrodel)',
liilys :,lt indushy sclulr:e tvho
wurkrd al a call c*r:!u, "becirurc

thfy hxve call celit*rs an{l strong
eifinity prograrls. \.viih cl irnrs
Like Costco :rnri LI,$AA" Orhr:r
largc third-paflies fie il.)t ier uil
ti drl lhis." Cendant's pragranl
nlry opefate dillerently.
Speaki*g fri:rnr his r;wn expe ri-
encc. lhough, *]:lp.mies llul usc
ta]l {:enters lave nxilrev bec,ause
ol slrel*ili*ed procr:sses. "Much

ol lhe rgorl is dcne rilline:rnd
t l i c r c , .  l c ' .  h l i i r . , !  i  i l j t (  r J (  t i .  ) ' , '

he s*ys.

{-htr:pariies ca* also mtuitor
the coxnsellfs ,l1td iell tc!r: t{}
sperk fix)lc qurchl,r'. eripl}in p li-
cif:i lncre el*arly or appnrach
cdlcrs dilJrr*rtl-v. "J}is is hrw a
virlual re Iocatirn x'or.rlii waik,"
l* r:txainucs. "Say Mr. Snrith
wanlr (fi l'n()vl: i-]1)rn Soston l{)
{Jhrcago. 'fi:r: 

eall centcr coun-
sr:kr calls or *nr:rilt N,Ir. linlth
aar.l savs, 'l 'll entail vou the
entrr{: pol ier.- conc*rnilg lronre-
salt. Tltr-';-t yrlu e{n s*nil tr1* lhir
rnd thal r'ia enxii. 

'1'h* 
rr.adi-

lionrrl way {ll. nfieritg r-ero fees
a]lil retxrer, *ven wiih high
1eb iuc . .  i us l  i \ n  l  euud  ( Iuug l t . . .
thi:  ar*inJ in relotalion are so
lolv.'


