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Back to Basics
By Gerry Ramm

Visit a Disney theme park and you will 
discover the Disney Company “gets” customer 
service and satisfaction. The parks are always 
spotless, beautifully landscaped and you won’t 
experience an employee that isn’t pleasant, 
knowledgeable and happy to help.

The customer experience rates so high there 
that people save and spend their hard earned 
money for one of the most expensive trips 
they’ll take with their families. And many 
return again and again…

Walt Disney himself said, “Get a good idea, and 
stay with it. Dog it, and work at it until it’s done, 
and done right,” and that can certainly apply to 
our Spirit® sites.

It doesn’t cost a lot of capital to keep your site 
clean. Customers will seek out Spirit® sites if 
they know they can expect cleanliness in the 
restrooms, around the pumps, islands and 
sidewalks.

If you have landscaping put some thought into 
and keep it maintained.

Train your staff to be courteous and efficient. 
Training takes time away from other things 
that need to get done, but you want the people 
interacting with your customers to do the best 
job possible. Constantly remind them of things 

like greeting the customers, making eye contact, 
saying thank you and giving them a smile. And 
make sure you have enough employees working 
to help your customers quickly.

I know I won’t return to a certain store in town 
because they never have enough cashiers and 
the lines get ridiculously long. I’ll bet the owner 
thinks having fewer employees saves money, 
but surely I’m not the only ex-customer taking 
my cash elsewhere.

And if, by chance, you do have a customer 
complaint view it as an opportunity to improve 
your site. Another famous entrepreneur, 

Bill Gates, once said,” Your most unhappy 
customers are your greatest source of learning.”

According to the White House Office of 
Consumer Affairs, 56% - 70% of the customers 
who complain to you will do business with you 
again if you resolve their problem. If they feel 
you acted quickly and to their satisfaction, up to 
96% will do business with you again, and they 
will refer other people to you.

To paraphrase Disney, dog the basics and make 
sure things are done, and done right for your 
customers and ultimately for you and all the 
Spirit® licensees.

State Executive Profile
Brad Longcake – Montana 
Petroleum Marketers and 
Convenience Store Association.

In June of 2016 Brad Longcake became the 
Executive Director for the Montana Petroleum 
Marketers and Convenience Store Association. 

“My predecessor had been with the association 
for over 25 years and after her retirement the 
group was excited for an infusion of new energy 
and ideas,” says Longcake.

For him the most important aspect of his 
position is recruiting new membership and 
reconnecting existing members using new and 
creative methods. He is particularly passionate 
about reaching the smaller, independent 
owners. “I’m looking to connect with those 
individuals who often feel their voice isn’t 
heard,” Longcake adds. He’s added four new 
members so far.

Longcake says the Spirit® brand allows these 
independent merchants flexibility along with 
the ability to utilize the resources Spirit® has.

The Director is also the lobbyist for MPMCSA 
with the state legislature where he says he 
works to protect the best interest of the 
membership and industry. “I am driven to 
promote the tremendous value this group 
brings to its members. Our collective voice and 

collaborative relationships are powerful tools to 
shape the future,” he says.

Longcake grew up in the small town of Shelby, 
Montana and went to college at Montana 
State University where he earned a degree in 
biotechnology. The pharmaceutical company, 
Merck, hired him after college and moved him 
to Alaska. He later received a master’s degree in 
business administration from the University of 
Phoenix and moved back to Montana.

“I started my own business as a consultant 
and the MPMCSA was one of my first clients,” 
Longcake says.

“I believe the reason the group hired me was my 
passion and drive to reinvigorate the group,” 
he adds. “In the future I see a higher level of 
involvement from all members which I think 
will encourage growth and expansion for new 
members,” he adds.

Longcake and his wife, Kimberly, have three 
boys, 11, 8 and 5, and he says you don’t come 
to their house for peace and quiet. His hobbies 
include hunting and camping in the spring and 
riding snow mobiles in the winter.



Announcing New  
Vendor Partner

Spirit® Petroleum and PMAA recently 
announced an agreement with Multipoint Inc., 
a provider of ATM processing as well as Air/
Vac services and coin-less transactions.

“Spirit® and PMAA are proud of this partnership 
with Multipoint Inc. and know our merchants 
will greatly benefit from all they have to offer,” 
said Gerry Ramm, president of PMOCO.

Ramm went on to say that Multipoint Inc. 
president and COO Ashley Isenberg brings five 
years of second generation industry knowledge 
and 14 years of experience in financial operations.

“In our continued efforts to make merchants 
more profitable Multipoint has strategic 
partnerships with banks, equipment 
manufacturers, armored car services, first-
line maintenance and wireless connectivity,” 
says Isenberg.

With Multipoint Inc.’s ATM program Spirit® 
Petroleum retailers and PMAA members will 
see competitive pricing on processing and 
equipment, along with 24/7 monitoring and 
service technicians with an average of eight 
years of experience.

“Our dedicated account managers provide 
strategic marketing and industry knowledge to 
help drive traffic, and our quality equipment 

attracts customers with built in LED lighting 
and reduces downtime with thermal weather 
shield hoses,” Isenberg added. 

For additional information please 
contact Ashley Isenberg: 

ashley@multipointcorp.com  

info@multipointcorp.com

www.multipointcorp.com

866-411-4286 *205
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Vendor Spotlight:

Glenda Preen —Worldpay, US

Glenda Preen, executive client manager 
(ECM) at Worldpay, US, is passionate about 
her job. “My favorite part of my day is talking 
and collaborating with merchants. I try to 
listen to them and focus on what customers 
need and I strive to help them make good 
business decisions. By doing these things 
I am building relationships and trust with 
them,” says Preen.

Worldpay, US, where Preen has worked for four 
years, is a leader in global payments, with a broad 
and highly competitive range of technology-led 
solutions for their merchant customers.

They process in 146 countries and service a 
wide range of merchants. WP solutions are 
delivered by 4,500 colleagues across 25 offices 
in 11 countries.

Worldpay helps customers accept many different 
payment types and in May of this year said in a 

press release, “Worldpay today announces that 
it can now offer the newest solution for chip card 
payment processing, Quick Chip technology – 
making it the first payment processor to offer the 
technology in the U.S.”

Preen, who’s been in this business for 23 
years, says, “As an ECM my focus with Spirit® 
merchants as well as all customers is to 
share my insights in the payments industry 
and to help customers prosper. Another 
important responsibility is to support the 
Spirit® brand growth and help retain those 
existing merchants we have today. Providing 
great Customer Service is a big deal to 
me. In addition, I facilitate the contractual 
agreements between the Spirit® merchants 
and WP as well as introduce them to new 
products and tools for their business.“

“I manage the Spirit® partnership account and 
participate in numerous petro trade shows. 
Spirit® sells their brand to dealers and we 
process all the payment transactions, and 
provide funding and reporting to the merchant,” 
Preen explains.

Worldpay is the preferred partner for Spirit® 
as is the Petroleum Marketers Association of 
America.

Preen says she really enjoys educating merchants 
on how they can save money, like implementing 
Host Velocity, Address Verification service 
and steps that merchants can take in efforts to 
deter fraud from occurring at the AFD. Preen, 
who lives in Frisco, Texas, with her husband 
Jens Pechbrenner, went to school in Daytona 
Beach, Florida and earned a degree in business 
administration from Florida State University.  


