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MEMBER PROFILES

MOBILITY Magazine, February 2002

Jeffrey Hitchcock, CRP

Title: Director of sales and new business development, Clark and Reid, Billerica, MA.

Responsibilities: "I directly manage about 15 of our largest clients. This function 
keeps me busy and much of my time is spent traveling to and from our clients' 
locations. Like most of my veteran constituents in sales and marketing, I see myself 
as an industry information consultant to my clients. Often I find myself working 
through and helping to resolve issues that are not related to the service we provide. 
That is actually the part of my job I find most gratifying. I am also directly responsible 
for managing our field salespeople. This includes training (our salespeople sell for all 
three of our companies, Clark and Reid Movers, Clark and Reid Moving Services, and 
Clark and Reid International), client visits, preparation of RFPs, RFQs, and RFIs, and 
our weekly client prospect meetings."

Years with company: 25.

Years in industry: 25.

How I became involved in relocation: "I was working as a distribution manager for a 
national cryogenic company while attending school at night to finish my degree. I was 
looking for a position in a company where there was room to grow (and strangely 
enough where I wouldn't have to relocate!) and interviewed with Clark and Reid in the 
spring of 1977. I then joined the company as an operations supervisor.

"In those days, move initiation by clients generally was called in to someone who 
worked in an operations function. That seemed strange to me since my view of 
operations and client services is that they are two distinctly different functions (I still 
strongly feel that way!). I approached the company with a plan to create a new 'pre-
move department' that would be responsible for all client/transferee communication as 
well as pre-move services such as move initiation, transferee counseling and 
scheduling, setting up of third-party services, and survey and estimate preparation. 
The idea was approved.

"So, in 1979, we created the 'planning department.' It included one other person in 
addition to myself. During the next two decades, the planning group evolved into nine 
people. It performs pre-move functions on thousands of moves each year.

"In 1981, I began meeting and working directly with some of our larger clients. I 
enjoyed the interaction tremendously and our business grew every year. In 2000, we 
improved our internal organization by making the transition from individuals to teams 
and the planning department became the 'client services department.' It also was then 
that I decided to spend all of my time in sales and new business development."

Involvement in ERC: MOBILITY author, 1996; Web Site Task Force, member, 1996; 
Membership Focus Group member, 1999; Management Forum presenter, 1999; 
Membership Task Force member, 1999; Task Force on Cooperative Membership 
Development member, 2000; Membership Committee member, 2001. 

Biggest job challenge: "Probably always keeping my eye on the ball! Like many 
industries, relocation is constantly changing. More than being in the 'selling' business, 
those of us in the service sector find ourselves spending more time strategizing what 
the new changes mean. Also we determine how we are going to position ourselves 
because of those changes, and how we are going to implement our strategies, so we 
maximize our companies' position in the new business model."

Biggest change I've seen in industry: "From my perspective there is only one-the 
deregulation of our industry. Prior to 1980, all movers charged the same price and 
competed on service. Deregulation was the catalyst that opened the door for 
outsourcing, which has been another huge change in our industry." 
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Issue(s) the industry most needs to address: "I could say technology or customer 
service, but most days, I really feel like people need to work at getting along with each 
other better! The relocation industry is made of people and technology. The 
technology seems to get better and I would have to say that the training we need to 
do a better job with that technology is also available. 

"However, in various service sectors in all areas of relocation, we are in need of some 
basic training in how to treat each other with respect every day. 

"We sometimes forget that outstanding customer service does not happen because I 
did a better job in the service loop than you. It happens because each person 
(whether part of the same company or a group of different companies in the service 
loop) supports the other and the objective and outcome is that the customer receives 
the total support of the entire service team." 

Where the industry is heading: "In terms of the future, I am always the eternal 
optimist. I believe we will see major changes ahead in technology, customer service, 
and perhaps even the way we deliver the actual service to our transferees. 
Technology continues to play a critical role in relocation. For many companies, the 
use of technology has given the transferee more options while also allowing them to 
be in control of more of the relocation process. I also believe that the next decade will 
bring about major change in the way we do relocation. Whether it will be the 
exploration of new modes of transportation, the opening of new ports to grow our 
international business, or some new process that does not even exist today, I believe 
that change—and even more change—is ahead." 

Personal: "I have been married to Jayne, my best friend, for 33 years (We really were 
childhood sweethearts!). We have two children and five grandchildren. Jayne and I 
reside in Billerica, MA. We have a summer home, (which we built) close to Bar 
Harbor, ME, where we try to spend as much time as possible from May through 
October. 

"My wife and I are very active in our local church. I was a youth director for 12 years 
and enjoy very much working with teenagers from all cultures and backgrounds. I 
have been teaching an adult Bible class for the past 10 years. I also play drums 
(another passion of mine) in a gospel jazz band. Jayne sings in the choir and serves 
on a number of committees. I enjoy golf, swimming, music, and am passionate about 
riding motorcycles (I try to ride in every month of the year!)." 

If I could be doing anything else: "If I didn't work in relocation, I would definitely be 
in some type of teaching job that involved youths ages 12 to 18. I would enjoy being 
involved in some type of full-time ministry as well." 

Future goals: "Professionally, to continue using my gifts and skills to help build our 
organization. Person-ally, I look forward to guiding my grandchildren as they grow. I 
am looking forward to a new building project in Maine next spring, and taking our 
gospel jazz band on the road to help local churches grow (We've had some great 
church gigs already!)." 

Don Martin, SCRP, RAA, GAA

Title: Chief financial officer and owner, Martin Appraisals, Real Estate Appraisers & 
Consultants, Orland Park, IL. 

Responsibilities: "I am responsible for marketing strategies for our service, hiring of 
all appraisers, allocation of assignments for both our residential and commercial 
departments, and capital reinvestment for current and future expansion." 

Years with company: 18. 

Years in industry: 18 in relocation appraisals, 24 total as an appraiser. 

How I became involved in relocation: "My family has been involved in appraising for 
nearly nine decades and four generations. My father was designated as a senior 
residential appraiser (SRA) in the 1950s and my grandfather and great grandfather 
were appraisers before that. During the early 1980s, I began doing relocation 
appraisals for the late William E. McDonnell, MAI, SRA. He taught me how to do my 
first relocation appraisal. This intrigued me at the time because it was my earliest 
experience doing an appraisal for non-mortgage purposes. I saw right away that every 
appraisal was a test for me, a challenge to see how close I could ultimately come to 
the actual sales price of the subject property. Because I subcontracted for a number 
of years from McDonnell and he was already an ERC member, it was not until the 
early to mid-1990s that I actually joined ERC." 

Biggest job challenge: "Leaving the savings and loan industry as a salaried staff 
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appraiser in 1983 to become a self-employed independent appraiser. My former chief 
appraiser, John J. Hobin, SRA, RM, now retired, always told me to keep my honesty 
and integrity. He said, 'You are the eyes and ears' of the client and that I would always 
do well through good times or bad." 

Involvement in ERC: MOBILITY Editorial Advisory Committee member, 1999; 
MOBILITY author, 1999, 2000, 2001. 

Biggest change I've seen in industry: "It's hard to choose just one, as there are at 
least two or even three major changes that I have seen. The first was ERC's 
standardization of forms for the appraiser. Because of mergers occurring, there was 
an increasing need for standardization. The ERC appraisal form has continued to 
evolve like a living document to address the needs of our clients and evolving 
requirements under USPAP (Uniform Standards of Professional Appraisal Practice). 

"The second biggest change has been the technological revolution that we have been 
in and are experiencing, not only as appraisers, but in all disciplines within the ERC 
community. It has been a great challenge to use available technology to provide a 
service to benefit the transferee. 

"While the means of delivery and communication of an appraisal report have changed 
greatly over the years in a technological sense, the basic fundamental aspects of 
performing an appraisal and the relationships with our clients remain virtually 
unchanged. 

"The third biggest change to the industry as an appraiser has been state licensing, 
which occurred 10 to 12 years ago in some states. This provided a minimal 
competency level so that relocation clients, lenders, and other users of appraisal 
services could be assured that all appraisers would have required education and 
experience. The requirements are continuing to evolve, with educational and 
experience requirements tending to increase over time." 

Issue(s) the industry most needs to address: "Education always needs to be one 
of our main focuses, even as we reach the point that we may be knowledgeable in the 
profession, we need to continue to improve and maintain our skills. ERC must 
continue to maintain and develop education to its members, as we continue into the 
future. 

"We also need to continue to address technological enhancements through the 
adaptation of eRelay(tm) and other available technological improvements as they 
become available. 

"With the use of current technology, our delivery time on completion has changed 
from a day or two, down to less than a few seconds, by using broadband 
communication. The time savings and efficiency created through this technology must 
continue to benefit all of our members." 

Where the industry is heading: "The industry is heading toward more specialization, 
which probably will mean fewer appraisers performing relocation appraisals. 
Appraisers also will have to grasp and use technological advancements in the data 
collection, preparation, and delivery of ERC Residential Appraisal Reports. 

"Because of the significant differences and customization of homes and changing 
markets, the services of appraisers will continue to be in demand. There are few 
generalizations that can be made within the real estate market and the only constant 
expectation is that we can expect to see constant change and perhaps larger 
fluctuations." 

Personal: "Donna, my wife of 17 years, and my daughters, Nicole, 16, Heather, 13, 
and Courtney, 11, are my main focus in life. We have lived in the Chicago suburban 
area our entire life. Right now I feel like I'm a junior in high school and in eighth and 
fifth grades at the same time. 

"Donna is the spiritual leader of our family, making sure everyone feels okay and has 
what they need to get through each day and that everyone gets to where they need to 
be. In my earlier years-when I had more free time-I was an avid player on a chess 
team. 

"I also have an interest in camping and fishing. In my college years, I was very active 
in politics, serving an internship as a legislative aide to a state representative. I also 
have been a precinct captain and helped on a couple of political campaigns. Far into 
my future, perhaps in my retirement years, I have always felt I will get back into 
politics and run for office. I believe I can make a difference in our future, as each and 
every one of us can. 

"In addition to raising a family and running an appraisal business, I am also an 
appraisal instructor and adjunct faculty member for Morraine Valley Community 
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College in Palos Hills, IL. I also have been an appraisal instructor for the appraisal 
portion of the CRP™ exam." 

If I could be doing anything else: "I would like to travel and see not only the many 
sights and wonders that our country has to offer, but travel around the world. I'd also 
like to catch up on my reading. I love theory— Plato, Socrates, Quintilian, St. Thomas 
Acquinas, and others." 

Future goals: "To be in a position of leadership, listen to other members, and to help 
them achieve the knowledge and direction within their career and within ERC. I would 
like to serve on more committees for ERC."
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developing and sharing cost-effective, innovative, and caring solutions to support the 
mobile workforce. 
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