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The high-energy sales staff at First Financial
USA [FFUISA) can sometimes get a little too
loud and boisterous for their more reflec-
tive colleagues in tech support. So when the
Metdina-hased company remodeled its of-
fices, management ook emplovee feedback
10 heart — building walls and providing work
stations that gave techies the peace and quiet
they wanted,

“They want to keep employees happy;
theyre just very accommodating” said
Heather Pitts; a tech support employee,

FEUSA provides credit-card processing
services for merchants. It has about 20 em-
ployees at its head-
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leract with each other. On the first Thursday
of each month, the staff meets in person and
by conference call to review accomplish-
ments and discuss plans, Each department
holds weekly meetings, frequently bringing
in offsite personnel. And Eliason frequently
touches base with individual employees.

He“doesalot of pbserving and asking ques-
tions, which is very refreshing” said Heidi
Steffens, who serves as marketing manager
among other roles. "(Eliason| wants to hear
what we think, tikes his knowledge of the in-
dustry, and puts those two things together.”

Steffens recalls meeting with Eliason on a
weekly basis when she started with the com-
pany four years ago as a part-time recruiter.
Theyd have sit-down meetings 10 discuss
Steffens’ observations of and ideas for im-
proving the recruiting function. With feed-
back from Steffens and others, the company
has more than doubled the number of recruit-
ers and the number of emplovees it hires each
week. Eliason notes employees’ strengths
and interests, and he sometimes moves them
to other areas to capitalize on their talents,
That's how Steffens wound up exercising her
creative abilities in marketing.

Some of the bestideas come from employ-
ees, Eliason sairl, He regularly asks employees
fo put on "extra-exira-farge thinking caps” to
address various issues such as simplifying
operations. For example, the company used
to experience a jammed fax machine and
lost faxes until it implemented an employee's
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A nice perk at First Financial USA: plentiful food at staff meetings. From left: Lilya Vayneburg, support coordinator;
Zach Dietz, recruiter; and Tim Severson, recruiting manager

idea to adopt technology that enables all em-
ployees to receive faxes through their own fix
riurmbers on their own PCs,

Eliason regularly finds himsell in the
thick of things, but no one accuses him of
micromanagement.

"We believe in bringing good people to the
table and giving them clear expectations and
having good discussions and feedback, but
letting them do their thing," Eliason said. “You
don't have to invest your time micromanaging
when you've got great people.”

Employees say the company Is generous
with salaries and bonuses, as well as vari-

ous perks, Extras range from plentiful food
at meetings to holiday parties to the foeshall
table at the corporate office. They especially
appreciate the flexible, family-friendly envi-
ronment, including a laptop they can check
ont if they need to work away from the office
to take care of a sick child or other personal
husiness.

The company strives to help employees
maintain a balanced lifestyle by giving them
the: flexibility they need to manage their lives
and trusting they'll do their jobs, Eliason said
“People could take advantage of that, but 1
don't think that they do.”

Tim Severson joined FEUSA in 2007 as a re-
cruiter hiring outside sales agents, his firstjob
out of college, He was attracted to the growing
credit-card industry, and to a smaller compa-
ny where he could get to kiiow people.

“Its heen a great place to fearn the corporate
world. I get a Iot of great support from man-
agement,” Severson said, He credits Eliason
and Chuck Fowler, vice president of sales, with
providing a lot of feedback on what he's doing
welland how to get better, First Financial T1SA
offers “a lot of positive growth,” he said.

John Share is a freelance writer,



