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00 OBSERVE AND ASSIST AT ACCT.
13762 — I have discovered why
L are using so much material on the
h, Luke, the on-site technician,
fiberately disconnected the
miSys metering equipment. He is
ing pulled off the job for retraining.
 [Confidential Comments: When I
ed old Luke why he was not using
g instruments, he replied, “I heard a
pice in my head say, ‘Luke, use the
prce!” ” I think that was his idea of a
e—something to do with an old
+fi movie he cherishqs.]

200 LUNGH MEETING WITH PROFLEET

ESENTATIVE, LISR — Lisa rec-

nmends we switch our vehicles

mm methane and propane-fueled
ernal combustion engines to

drogen/carbide fuel-cell electric

ptors. ProFleet is willing to rotate

htwo new vehicles a year with a
minal lease hike,

Lisa says ProFleet’s latest

1330 ASSIST WITH ACCT. #03770—

Picked up and delivered a
Magnasonic module replacement for
the Sonicator masonry drill on-site,

[Confidential Comments: These
units don't last like they are supposed
to. Check with the manufacturer’s rep
to see if we can get a free replace-
ment module under warranty.]

1430 CHEGK E-MAIL AND MES-
SAGES—

1. Requisition materials on list
when you return.

2. Call Frank at Rentomologist
Consultants.

3. Call Sally with National Rent-A-
Tech.

4. Ed at VertebrEx is sending you
the catalog you requested.

5. Cheryl with EntoPlex says the
insect holograms are ready to pick
up.

6. Call Mrs. Stuben (Acct. #03745)

Be sure to arrive early tomorrow
to prepare the holographic specimens
for the pest ID and biology training
session at 0800.]

1500 MEETING OF THE PEST
MANAGEMENT PRACTITIONERS AND
REGULATORS FORUM (SEE DIGITIZED
HANDOUTS AND PMPRF F“.E]_—Topics
included;

* Irresponsible use of CO, in and
around carbonic acid-sensitive equip-
ment and poorly ventilated areas of
structures.

¢ All businesses using masonry
penetration devices and excavating
equipment must pre-scan target con-
struction and foundation areas using
a LineTracker or similar device for
detecting buried/hidden pipes, con-
duits and other lines.

* The National Wildlife Refuge
Association, Protectors of the
Wilderness and the Keep it Green

Club have all agreed to allocate

kmSat satellite communica-

ins system should give us an
proved phone link between

Ir mobile and stationary units.
paddition, they are updating

ip grids of this area for the
ImSat vehicle guidance and
icking function.

[Confidential Comments: Lisa
s ProFleet is meeting strong
istance to going commercial

ith AeroDyne’s new Hovervan
the Federal Aviation
ministration and various state
l municipal governments.

a percentage of their member-
ship dues, as well as earmarked
contributions, to augment
Superfund in the clean-up of
hazardous waste sites.
Furthermore, these and other
organizations have reached a
landmark consensus that it
does little good to litigate and

| fine chemical manufacturers

# and pest management compa-
nies that are insolvent or in
decline and in trouble with the
Environmental Protection
Agency (EPA). In such cases,

e authorities claim that
merous Hovervans, operating
thin the 30- to 200-meter altitude
ige, pose considerable risk to
lildings and ground traffic.

horities also fear that accidents

£ to mid-air collisions and opera-
al failures may result in contami-
tion and endangerment of humans
d the environment, depending on
cargo or contents of the

vervans involved.)

Structural moisture and insect infesta-
tions signatures, as seen through the
PestScan visor.

regarding mystery bugs.

[Confidential Comments: Frank is
probably calling to gloat about his
invitation to train with NASA for a
one-month appointment to the
Aquilla space station. Apparently, it
has a small, but persistent German
cockroach infestation. Pests in space.
Another first!

financial assistance will be
offered to remedy those situations,
provided the businesses in question
can demonstrate three criteria,
including that the violations are
unintentional, the need for assistance
is great and that steps are being
taken to ensure compliance with fed-
eral environmental safety standards.
[Confidential Comments;
Hallelujah! It’s about time the eco-
continued on page 40
(see next page for related story)
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THE FUTURE OF PEST CONTROL

BY HEATHER GOOCH the industry since his teens, says it's tain number of customers that had somg | You could be
Assistant Editor ironic that many of the so-called trends of  satisfaction if you treated their home with Control Persc
len Rollins, vice president, corporate the future are what he has been learning  malathion in warm weather! They really the world, E
development for Orkin Pest Control, from pest control operators (PCOs) for didn’t have the phobia they have nowa- without a ste;
Atlanta, Ga., addressed the topic of the several years. days, and | think we've all heard that ang tomers.
industry’s future at the National Pest “The first challenge is safety concerns  known that for a while” Being Good
Control Association's 1997 Academy in that exist in the marketplace,” he states. According to a study done by the You knos
Scottsdale, Ariz. Rollins, who has been in  “When | started in ‘79, there was a cer- University of Kentucky, Rollins notes, 68 but it is. In

percent of Americans polled believe'that
pesticides cause cancer. For both their.

home and work environments, 77 per-
cent are concerned about pesticides.
Eighty-five percent want pesticides with

pest control p
do with mar
| than it has to
trol treatment.

You can
no odor, and 62 percent prefer only out- Richard did
door treatments. A very telling statistic three whole »
states that 83 percent of those polled PCO fought tl
would pay extra for a PCO to use less t A
CONSIDERING SELLING YOUR BUSINESS? pesticides in the account. Seventy-five ° Sa‘3:'1 though

percent of that group would pay betwean
10 and 25 percent more for the same

have a ton o
thought worc

There’s no better time than Now! resuits. alone could by

“l think that's significant,” he intones. | If you think W

Arrow Exterminators, one of the nation’s largest independent pest dg“gﬂ‘;‘:;:‘z::sssti:fsghen many of YBl:i]d
. . . us s . ou’re |

con!ro| and termite companies, hqs.brough.t togethe!' significant “Americans aren't just afraid of pestl And you
capital and resources to broaden their pursuit of quality pest con- | | cides, theyre afraid of us. he continues. 1| broke for thir
trol companies on a national basis. Rollins quotes a recent Gallup survey, H ble. How do

where 65 percent of Americans polled
With Arrow’s experienced feam of PCO's and the goal of building | | confessed to having a pest problem, but

the next “major player” in the industry there is no better time to °|"'Y al;O:t 10 pcircen: olf tha}a group a]aan:tu-
explore the opportunity to sell your business. ally called a pest contral professions gy

bzen there. [
I'm not any n
to turn $5,40(
a Month.”

“| think there's a tremendous amount In a m

of opportunity for PCOs to narrow that Richard’s secr

Arrow Oﬁersz gap; he states. Of those surveyed, 54 When he

percent believe the pesticides used by business, he |

* An aggressive and fair approoch to valuing your business PCOs are harmiul, and 64 percentsald = (ion 5 fruck :

* individually tailored terms they'd wait until a problem was "severe” 8 priced, com

* Specialized attention to your personal needs and requirements before calling a PCO. The overriding 168 8 Every custorr
. Ffexibﬂify in deal structure sons included the belief that pesticides | acquired was

o . I - d benefi may jeopardize the safety of the homé- ing” and no ¢

Superior employment opportunities and benefits owners’ children or pets, and the belief studied techni

¢ Care and concern fc?r your peop-fe and your culture that the pesticides PCOs use in treat- practiced to bt

. Unparaﬂen'ed commitment io the mdush'y. ments were “too strong.” i | Then he
. , “Why is this important? Well, | belleve 88 " othin

Call Today.....even if you're not ready to sell right that what we do is safe, providing 8 pest: &8, Se'g;

now, you should know what Arrow has of offer. free environment in a responsible way, have enough ¢

. . . . . i . Rollins notes. “There are a lot of miscon- I Didn’t Kn

All inquiries and discussions are held in the strictest of confidence. ceptions out there, though. We need to C
take responsibility for narrowing molso? Through

gaps. | think our market could be a. | nobody showe

J oe Thomas, CEO bigger than it is right now. . fomers. He b

Joseph R. Edwards, VP . Loviities . thing. In som

. ocus on Loya _ ~ he spent ton:

Arrow Exterminators Another challenge is how PCOs 100§ (- *PAY O

8613 Roswell Road ¢ Al'lonl'q, GA 30350 view their customers and employess:

“Historically, we have taken & mass-

Te|: 770-552-4943 o Fax: 770-552-4942 market approach;” Rolins explains. T

continued orn page 40
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from page 38

customer was this third-party entity, not an
individual. Even those of us who really
customize, | think we have to say that this
may be the case. Also, we may take a
similar approach to employees. We should
focus, perhaps, a little less on the sales
area and think more about retention.

“In my opinicn, we have been students
of sales. We really understand sales, and
as an industry, we focus a lot more on
sales than on retaining custorners. Even if
you figure that a customer is very valuable
to you and make every effort to keep a
customer, have we really been students of
customer retention?”

It's cheaper to save one than to geta
new one, Rollins reiterates. In fact,
according to research conducted by
Orkin, even if it costs just as much to
save the established customer as it
does 1o scout for new ones, the one you
save is a lot more valuable. Rollins quot-
ed Orkin’s research that shows that if a
customer rates a PCO's service “4" out
of a possible “5,” he or she is six times
more likely to cancel service than some-
one who gave a “5" out of "5.”

“What that means to me is there's a
lot at stake at having extremely satisfied
customers,” he says.

There's a kind of “consumer divide”
going on in the marketplace, Rollins
surmises, Companies such as Federal
Express and Walmart have raised the
bar on customer service, to the point
where people have higher expectations
from service providers. On the other
hand, customers are willing to pay a
high premium for something that's very
personal or customized, something of
true value.

“It's definitely worth our while to pro-
vide a very customized, high-value ser-
vice—providing just a very average ser-
vice is probably not going to be very
good to you in the future,” he warns.

Also, Rollins says he believes con-
sumers will continue to “buy local” but
because life is becoming more compli-
cated, people are less likely to spend
the time shopping around.

“Where they might have called five
companies in the past, they now may
only call one or two,” he explains,
adding that is not necessarily bad news
to PCOs, but instead just something of
which they should be aware.

“It may be heresy to some PCOs, but
some customers are better than others,”

40
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Rollins admits. “We should provide good
service to all of them, but there are
some customers who, when given the
same level of service, are more loyal
than others”

It's important for PCOs to recognize
this concept and direct marketing efforts
accordingly, he says. Rollins compared
marketing to fishing. If you want to fish
for bass, for example, you use a certain
location, a certain lure, a certain tech-
nique. Likewise, PCOs should tailor
their offerings to the types of customers
they want to attract—and keep.

“We all need to take a mental note
as to the lifetime value of a custorner.
Not because you can put a price on it,
but so you realize the impact it can have
on your business,” Rollins states. Think
about it, he urges. If you bought all your
groceries in your lifetime from one gro-
cery store, that grocer would make hun-
dreds of thousands of dollars. Similarly,
if you bought pizza all those years from
one pizza parior, there's quite a bit of
revenue for that business.

With that mindset, think of how much
revenue your loyal customers are bring-
ing in over the long-term to your pest
control company, he explains, adding,
“How would this change the decisions
that you make? How would you apply
your efforts and resources?”

Employees Benefit

Competent, well-trained employees,
of course, are only going to become
more important in the future, as con-
sumer expectations of services
increase.

“In the past, there's been kind of a
mass-market approach to hiring,”
Rollins notes. “There was an attitude
that the people needed the company
more than the company needed the
people.’l think that's shifting pretty
rapidly. There's more of a sense that
people can contribute a lot.

“The companies that succeed in the
future are those who do the best job
selecting good employees,” he pro-
claims. “After all, they are really our
product.”

In summary, Rollins stresses the loy-
alty of customers and employees as the
foundation of success in the future. He
predicts there will be some consolida-
tion in the future, more so on the com-
mercial side, but that owner-operators

groups learned that it is unethica] to
kick people when they're down,)

1700 QUALITY ASSURANCE VISIT Tp
RGET. #03745 — Mrs, Stuben says
she sees “tiny flying bugs” that alsg
jump and burrow into her skin, She
showed me a variety of welts, rashes
and scabby patches on her arms,
neck and legs. I took, with permis-
sion, several close-ups with the digi-
tal camera and used the specimen-
collecting high-efficiency particulate
air (HEPA) vacuum to sample from
surfaces of furniture and carpeting
where she indicated the “bite” sensa-
tions occur most frequently. I
assured Mrs. Stuben I would call her
within 48 hours with my findings.
Also, I referred her to several trusted
allergists and physicians competent
in human ectoparastiology.
[Confidential Comments: Mrs.
Stuben’s teenage grandson was visit-

should still be able to hold their own.
The move toward measuring quality ser-
vice through some sort of system {sur-
veys, reports, computer databases, eic.)
will continue, and Rollins believes this
can only help the industry.

“It's inevitable,” he claims. “It's easier
to measure with a system, and | think:
we'll come up with individual ways 10
measure that will raise the level of quall-
ty service.”

Rollins also says he believes outside
firms wilt continue to take interest in
pest control, citing Sears as a recent
example of expanding into the industry.
On the commercial side of pest control,
he notes, there is a trend toward consol-
idation, but Rollins adds that there will
be room for smaller companies as wel.

“l think some of the things that have
been true historically are in question
going forward,” he concludes. “Even
though intense personal supervision is
important, and owner/operators are still
going to thrive, | think we're going {0
see a lot of medium- and large-sized
companies provide (more incenliye_s o
retain employees). They're catching o
to how important it is to have talented
people” O
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: and has become an antisocial

. He was wearing one of those
Lrsonal static electricity generators.
His hair stands
straight

mo irac
nfined-
aces ser- h
e probe with "%
escoping senso-
arm partially extendea.

out in all directions and everyone he
touches gets a nasty shock. He shook
my hand and snickered when I
flinched. I nearly decked the kid.]

MATERIALS — 1. One case of
Blattastat cockroach respiratory
blocking agent.

2. One case of MyrmaPel ant
repellent.

3. One package of Camponotex
multiple-choice carpenter ant baits.

4. Four containers of EradArach
spider repelient.

3. One package of Megacells, or
other available brand of multistep,
catalyzed electrochemical cells,

6. One Eclose flea pupa/adul
emergence stimulator,

7. One product bar code field
scanner.

1815 REQUEST FOR ID OF
MICROLEPIDOPTERA COMPLETED—
Received transmission from
EntoPlex regarding the tiny moth
Mrs. Shapiro (Acct. #00117) brought
continued on next page
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[ — A SNAPSHOT OR THEFOTURE |

WE ONLY SELL THE BEST,
SHOULDN'T YOU!

BIRD & BUG
BARRIER

SOLVE SANITATION PROBLEMS
CAUSED BY OPEN DOORS!

in. They report a 98 percent level of  video sequences to clarify a vague
certainty match with Prerophorus point.
periscelidactylus in their file of digi-

tized arthropod-scanning electron 1900 WORKSHIFT TURNOVER PROGE
micrographs. DURES COMPLETER — [Confidentig)

Comments: Lord, help us to tum

1830 RETURNED PHONE CALL 70 problems into opportunities and
SALLY AT NATIONAL RENT-A-TECH— please bless our people to think op
Sally, speaking for the Purdue their feet. Amen.]

University program committee,
wants a contribution toward a nice
gift for Austin Frishman. He is being

Author's note: The product and corporate
names used in this story are intended 1o be
similar, but not identical to actual

honored next January at the 70th registered product names or corporate
Purdue Pest Control Conference and trademarks. Any appearance of an actual
his 40th year of attendance. product name or corporate trademark is

[Confidential Comments: I hope purely coincidental, PG

I'm as fit mentally and physically as Dr. Gerald Wegner is technical director and
Austin Frishman when I'm his age.] co-owner of Varment Guard Environmental

Services Inc., Columbus, Ohio,
1845 PROOFED SALES PRESENTATION
WITH PAT — 1 perused Pat’s CD-
ROM sales presentation for accuracy
and inserted two additional digitized,

800-701-4782
FAX: 440-365-8326
PVC STRIP DOORS
PVC BULK MATERIAL
WIND CURTAINS
DOCK BUMPERS
STRIP SCREEN DOORS
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That's why the competition can’t touch Rodent Bar
A R i T e e e e R M improves the effectiveness and increases the

rodent catching glue products by creating a dust free envirc
woodgrain appearance also serves to shield the rodents fri
seen by the public. Perfect for warchouse, bakeries andior o T H b

dust areas. To insure that rodents don't drag the trap away. 5 3 .

a small piece of Hercules Putty™ to the bottom of the board and o Order the newest version
Hcdent barn.

text for PCOs

containsA150 barhs'.
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Manufactured by
ATLANTIC PASTE & GLUE CO., INC. 4-53rd. Street, Brooklyn, N.Y. 11232
(718) 492-3648 Fax {718) 439-0039 « Toll Free 1-800-458-7454

Email: catchmaster@worldnet.att.net

CATCHMASTER

M
Qtirklars for Quality i

> Developments on IPM practice and

> New technologies for use against wood-

of the most popular > Pest management in food processing plants

| = New pests affecting our health and property.
* Many new photographs and illustrations.

Hére’# iﬁvha.t“ you'll
find in this new edition...

> Extensive revision of the pesticides chapter
with a complete update of safety as it
relates to handling and storing chemicals,
protective clothing, protecting people and
the environment and the use of mechanical
equipment,

TR e

* The latest information on application
and inspection equipment, including use,
maintenance and storage.

> Updates on managing rodents, pest birds
and other urban wildlife,

| > New information on termite baits and

baiting systems.

procedures for all urban pests.

destroying pests, ants, stored product pests
and other pests of people, property and

food supplies.
and other specialized facilities,

> The latest on fumigation practices and
procedures.
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