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Introducing CardValet
Secure Your Debit Card From Fraud and Manage Spending

CONTROL Spending - If you're trying to establish or stick to a budget, CardValet can help. Set
spending limits for general use or specify thresholds by merchant types, such as gas, groceries or
retail stores. You can also establish these controls by location. The flexible app lets you change these
parameters anytime with ease via your mobile device. Going on vacation? Holiday shopping? Simply
update your transaction controls to fit your spending.
 
FRAUD Protection - A lost or stolen card is just one area of concern in today's world where identity
theft, skimming and other attacks are an unfortunate reality. Turning your debit card off when you are
not using it helps safeguard against fraud. When your card is "off," no withdrawals or purchases will
be approved. Transaction controls that allow your debit card to work only in specific locations or
geographic areas, add another layer of protection. And real-time alerts keep you informed when your
card is used or declined.
 
BUSINESS Use - CardValet is a great tool for controlling business spending on a debit card. Use the
transaction controls for merchant codes, location and thresholds to ensure employee spending
adheres to your company policies.
 
REVIEW Balances and Tranactions - Monitor your finances from anywhere. Use the CardValet app
to check your account balances.
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Carson Valley Branch Is Celebrating It's 5 Year
Anniversary!
This Summer We're Celebrating Five Years in Gardnerville
We're proud to say that Heritage Bank has had a beautiful branch located at the south end of Carson
Valley for over five years. Brent Holderman and his team, including Cynthia, Donna, Kim and Teri stay
involved in their community and are always happy to see their customers. All of us are looking forward
to many more years in the Carson Valley with its beautiful scenery, majestic mountains and amazing
community members. Stop by and congratulate them on their 5 Year Anniversary! 
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Incorporating Flexible Schedules into Your
Workplace
And the benefits of allowing your employees this luxury

There are many things that can help an employee be successful — liking what they do, having a good
relationship with colleagues, but above all, maintaining a balance between work life and home life is
one of the most important recipes for success. 

 

“When an employee has things working at home, then things are going to work at work,” explains
Laurie Iulg, a human resources manager for the Dayton-based engineering firm LJB Inc.

 

Having a good balance
between work and home life
ranks as the second most
important workplace
attribute (only second to
compensation), according to
a study by the Corporate
Executive Board of more
than 50,000 global workers.
In addition, those who have
a better work-life balance
work 21 percent harder than
those who don’t. One of the
ways to do this is to
incorporate flexible
schedules into your place of
work. 

 

Flexible schedules and
telecommuting are just some
of the ways that allow
employees to have the
freedom to work on their
own time and not
necessarily at the office. And while it’s not perhaps traditional, it’s important to allow employees the
opportunity to get what they need done in their personal life. For example, allowing them to leave the
office for their child’s doctor’s appointments, and having them make up the time, say, in the evening.

 

“Supporting what is important to the person does create a lot of loyalty with our employees,” says Mary
Beth McWright, director of human resources for Booz Allen Hamilton, a Virginia-based defense
contractor. “They tend to work a lot harder than they would if we didn’t allow that flexibility.”

 







 

In the same sense an employee may have to leave for a doctor’s appointment, there’s also the case
their child is sick and can’t go to daycare, or their spouse took the car and the other one is in the
shop. If the employee is able, allowing them to work from home on days when they can’t get to the
office shows the employee that they work for a caring company, and actually increases productivity. In
fact, people working from home completed 13.5 percent more calls than the staff who were in the
office did, according to an internal study at the Chinese travel website Ctrip. In addition, the people
who worked from home, compared with those who didn’t, were happier as a whole and less likely to
quit their job.

 

Another way to incorporate flexible schedules into the workplace is to push forward (or backward) the
start time. Different people have different peaks of motivation. While some people are early birds and
are able to have productive mornings, not everyone works that way, and vice versa. It may be feasible
to permit employees to start the workday a bit later or earlier (and then completing the workday by
staying the full eight hours from their start point).

 

Need more incentive to allow employees to start their workday later? Research shows that workers
who are sleep deprived may not be working to their fullest potential. 

 

“The evidence that time spent working was the most prominent sleep thief was overwhelming,” said
one study’s lead author, Dr. Mathias Basner, assistant professor of sleep and chronobiology in
psychiatry. “Potential intervention strategies to decrease the prevalence of chronic sleep loss in the
population include greater flexibility in morning work and class start times, reducing the prevalence of
multiple jobs, and shortening morning and evening commute times.” 

 

“As long as you are getting your work done, it really doesn’t matter where you are getting your work
done,” says McWright.

 

Thinking outside the box has its advantages so consult with your employees and maximize your
productivity.
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Was it Something I Said? 5 Phrases Not to Use
Top phrases that can scare away or annoy your customers

Customers leaving a business due to a negative interaction may be more common than some might
think. In fact, 68 percent of customers quit doing business with an organization because they felt they
were treated with indifference — and the business wasn’t even aware they were coming off this way. 

 

Whether or not it was the
business’ intention, they still
lost the customer, and that’s
never a good thing for
business. Sometimes the
customer won’t even explain
the reason they left and just
simply resent the
experience without returning
ever again. 

 

That’s why it’s so important
to take extra precaution to
not offend the consumer.
Keep this general rule in
mind: You can never
overuse the words “thank
you,” “please,” “our
pleasure” and “problem
solved.” Also, just as
important as uttering the
right phrases is keeping your
patience and offering your
utmost attentiveness. It’s
also beneficial to speak clearly and offer a calming presence when speaking with a customer. 

 

However, sometimes, even if you’re calm and attentive, you might inadvertently say something that
offends your customer. Here are some phrases that have the potential to annoy or scare away your
customers:

 

“It’s not a big deal” - You already know that the customer is already right — so if they say it’s a big
deal, then it’s a big deal, even if you don’t think so. Saying that phrase downplays their concern, and
leaves them feeling like their problem isn’t important. And if they made the effort to contact you, then
it’s a legitimate concern for them. So instead of making it seem like “no big deal,” articulate that you
“understand their concern” or say something along the lines of, “We have an easy solution for that.”

“Calm down” - One of the surest ways to get a customer even more riled up is to tell them to calm







down. If a customer is getting loud with you about a problem, the best way to approach the situation is
to take a step back and just listen to them. They are likely very upset about a problem and need to
vent. If they are going on a long rant, nod occasionally and say things like, “I understand,” or “I see
what you mean.” Your calm demeanor and means of respect will inevitably calm the customer while
also showing that you care about them.

 

“That’s another department” - Nothing is more frustrating for a customer when they can’t get their
problem solved right away. They likely just want a fast answer or simple solution and probably aren’t
in the mood or have time to wait around to explain the story to another employee. They also won’t be
happy with your disregard to help them. Even if it’s not in your company protocol, if you have a
solution to their problem, don’t send them away. If you don’t have the answer, tell the customer, “I
know who can help,” and contact the person or department yourself so they don’t have to.

 

“You shouldn’t have done that” - Well, that’s not helpful, is it? What’s done is done, and the
customer can’t take it back. Even if the customer is the one who caused the issue, it’s not helpful to
point it out (plus there’s that phrase again — the customer is always right!). By stating the obvious,
you’ll just upset the customer more and the problem still remains unsolved. Instead, try explaining
what the problem was caused by, which will help them understand and both of you will be better able
to come to a solution. 

“Listen to me” - This can sound condescending to a customer, especially an angry or upset one —
and will only push their buttons more (and likely will not make them listen to you any more than they
were before). Instead, say something like “Let me explain,” followed by a calm explanation of your
perspective on the situation.

 

Be cautious how you speak and you can see your sales rebound in no time.
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A Beginner’s Guide to Google Analytics
How it can help you learn about your customer base

Google Analytics and related products are designed to improve the performances of your business’s
website, apps, AdWords and other marketing channels. Using Google Analytics gives you a powerful
tool to fight for consumer business. The insights provided contain valuable information about your site,
your visitors and their origins. All this information can be used to find new customers and increase
conversions, turning your initial insights into actionable solutions. 

 

Once your business is all set up with a Google account, you can enroll in an Analytics account. After
a few more short steps, you are ready to start interpreting important data from some of the basic
reports. 

 

Real-time

 

This type of reporting
monitors traffic as it
happens, showing you who
they are, their current
location, how they got there
and what they're looking at.
Real-time is helpful to
determine how something
specific is performing.

 

Audience

 

These reports provide
awareness into who’s
actually visiting your website
or e-commerce store. The
reports under this category
furnish specifics into the
geography (location) and
demographics (gender, age)
of the visitor. It can also determine if they’re viewing via mobile or a desktop, and even differentiate
between Mac and PC. 

 

Within this overview, you can view sessions or total visitors (both new and returning), as well as
specifics relating to:  

Average Length of Session 







Bounce Rate
New Users
Page Views
Pages per Session
Sessions
Users 

Audience reports are valuable in that they offer key insights that you can use to make useful changes
to how your business operates. For example, the location information helps you understand any
shipping logistics you may need to change, and the browser technology lets you know if you need to
optimize your site to a more mobile-friendly audience. 

 

Segments

 

Google Analytics automatically shows you information for all the traffic that visits your site; but you can
get even more targeted by using “All Sessions” and selecting from any of the segments at the top.
After you develop an understanding of this tool, you can add a segment, and compare information
from a specific segment to another, further differentiating your customer base. 

 

Acquisition

 

These reports provide comprehensive insight as to how customers arrived at your site and how they
found you. This information can help you find more customers through understanding what works and
what doesn’t.  It also allows you to focus on the channels that work, especially helpful when used with
Google’s Campaign URL Builder tool.

 

Behavior 

 

With this, you can see how visitors react to the content on your site for items like load time and
response time. It also has an impact on your SEO, but just as important, it helps you learn where your
site needs to improve. If a page has a high bounce rate, it may need to be done over. If you improve
the experience for your users, you can expect increased conversions.

 

Conversion

 

Speaking of conversion, E-commerce Tracking can help you glean information about purchase
specifics, like what they bought, the time it took to purchase it and other details. This information tells
you what products are selling best and to whom, leading you to be able to infer why. 

Now you know some of the nuggets of information Google Analytics can share with you. The extent to
which you use this knowledge to drive sales and conversion is now up to you. 
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UpComing Northern Nevada Events
Mark Your Calendar and Join the Fun!

Reno Rodeo - June 18th - 27th Heritage Bank Shred Days:   West 7th Street - Friday, August 7th - 
Carson City - Friday, November 6th 
Artown - July - A month's worth of music, art, dance and other cultural experiences

Hot August Nights - August 4th through the 8th
 
Washoe County Summer Music Series - August 12th - A tribute to the Beatles with Beatles
Flashback
 
Best of the West Nugget Rib Cook-off - September 2nd - 7th 
The Great Reno Balloon Races - September 11th - 13th The International Championship Air
Races - September 16th - 20th Street Vibrations - September 23rd - 27th
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Best Vehicles for Summer
The open road and warm weather form a fantastic duo

The warmer weather is here, which can only mean one thing: summer vacation road trips! Whether
you’re going out with friends or with the whole family, having the right vehicle can make all the
difference.

 

2015 Chevrolet Camaro Convertible

What’s better than driving down the highway in an American icon that won’t break the bank? The 2015
Camaro Convertible is the epitome of affordable performance and it starts at an MSRP of $23,705.
Power comes from a 323 hp V6 engine, or an available V8 engine that bumps the power up to 426
horses. For those who demand even more, the Camaro ZL1 uses a supercharged 6.2-liter V8 for a
pavement torching 580 horsepower. A nine-speaker Boston Acoustics audio system, Chevrolet
MyLink and the safety and security of OnStar vehicle telematics are all on hand to keep you
connected. AutoTrader added, "For those interested in big off-the-line acceleration and burnout
potential combined with sharp handling skills and respectable fuel economy, the 2015 Camaro
delivers it all. It almost sounds too good to be true.”

 

2015 Jeep Wrangler

The Jeep Wrangler is among the most recognized vehicles on the road today and its fan base is a
rabid one with good reason. Recent accolades include being named to KBB.com’s “10 Coolest Cars
Under $25,000," who also gave it a “Best Resale Value Award." 

 

Starting at an MSRP of $22,795, the 2015 Wrangler adds even more equipment including an
improved sound system, and a new toolkit to help remove the roof, doors and bumper, making the
Wrangler the ultimate off-road companion. Just think of the memories you’ll make when roads aren’t
your boundary.  If you need more room, the four-door Wrangler Unlimited is also available.  

 

"With roots going all the way back to the Willy’s ‘Jeep’ used during WWII, the iconic Jeep Wrangler is
one of the purest and most capable SUVs on the market today,” according to Left Lane News.

 

2015 Chrysler 300

Sitting in the lap of luxury is
a great way to make any trip
more memorable, and the
300 is a great choice with
stand out design, impressive
performance, solid fuel
efficiency and heaps of







luxury amenities. Aside from
the most powerful V6 engine
in its class and an available
V8 engine that pushes over
360 horsepower and nearly
400 lb/ft of torque, the 300 is
available with features like
Poltrona Frau leather, the
Uconnect infotainment
system with the largest
touchscreen in its class and
an incredible 19-speaker
audio system by
harman/kardon. There are
also over 80 safety and
security features. 

 

Cars.com noted, “The 2015 Chrysler 300's attention-grabbing styling, elegant interior and composed
road manners convey an overall classiness that rivals other large sedans."  

 

2015 Kia Sedona

The Sedona is all-new for 2015 and it features a design like nothing else in the segment, sporting a
blend of crossover and minivan. A recent winner of Motor Trend’s “Minivan Big Test” where the
Sedona toppled the Honda Odyssey, Toyota Sienna and Chrysler Town & Country. The Sedona was
also named the 2015 AutoBytel Van/Minivan of the Year. The newest Sedona sports some of the
most impressive features you can find in a minivan including first-class lounge seating, a heated
steering wheel, UVO infotainment system and an Infinity audio system. You’ll also find seating for up
to eight passengers, and up to 142 cubic feet of cargo capacity, so even a cross-country road trip with
the family is attainable.

 

Regardless of what you choose, the right financing is only a phone call away. Or simply stop by and
let us get you on your way to making memories this summer.
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Random Acts of Kindness Ideas
Make someone else’s day — and yours!

They say kindness is contagious. The more nice things you do for others, the more that makes others
prone to do the same. That said, what goes around comes around — performing random acts of
kindness upon others can make you happier, too, over the long haul. 

“People who engage in kind acts become happier over time,” says Sonja Lyubomirsky, Ph.D., a
professor of psychology at the University of California, Riverside. “When you are kind to others, you
feel good as a person—more moral, optimistic and positive.”

 

So, where do you start? Here are some ideas on ways you can make someone’s day that much better
— and yours as well.

Treat the next person in line - Standing in line for your lunch or sitting in a drive-through? Buy
something for the person in line behind you. Knowing that you will make a stranger’s day better can
help you have a better day, too, and likely make them pass on another act of kindness to someone
else. If you’re feeling extra
generous, you can buy
multiple people’s orders. 

 

Volunteer – You can
choose to volunteer at a
food bank, a neighborhood
cleanup, or you can even be
a chaperone on your child’s
trip. No matter where you
choose to volunteer your
time, you’re bound to feel
great, and help others feel
the same for donating your
time to them. In fact,
science proves this to be
true. 

 

“People who volunteer tend
to have higher self-esteem,
psychological well-being,
and happiness,” says Mark
Snyder, a psychologist and
head of the Center for the Study of the Individual and Society at the University of Minnesota. ”All of
these things go up as their feelings of social connectedness goes up, which in reality, it does. It also
improves their health and even their longevity.”











Leave money in random places - For example, place change in the gumball dispenser so the next
person who uses it gets it free. Or tape a dollar or two to the office vending machine with a note
stating that “The next snack’s on me!” Whoever is next to purchase their snack will no doubt be put in
a better mood, and you’ll feel better knowing you helped someone with just a few bucks and some
creativity.  

Don’t skimp on compliments - It’s the easiest way to brighten someone’s day, and doesn’t cost you
a thing, nor requires a lot of effort. If you can find something to compliment — whether it’s someone’s
outfit, their new haircut, how well their presentation went — then let that person know. Even the
smallest comments of praise can make someone smile, and make you feel better about your own self.

Give thanks - Community life-saving professionals, like police officers and fire fighters, often don’t get
the thanks they deserve. It’s important to take a moment and think about all they’ve done in the past
and present, and tell them how appreciative you are of their work, be it a phone call, letter or email.
These people risk their lives to save others every day, and offering a simple “thanks” can mean all the
difference. In addition, you can also thank your family, friends and other loved ones if they’ve recently
done something you’re grateful for. 

 

Kindness really is contagious after all, so get out there today and make a positive difference. 
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