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WORD FROM OUR SPONSOR

Stay on top of emerging

invasive species

By Dr. Janis Reed, BCE | Control Solutions Inc.

n December 2020, University of Florida researchers
reported in the Journal of Medical Entomology' the
establishment of a mosquito species that had not
been collected in Florida since 1945. Collections
made over several years showed Aedes scapularis
has become not only established, but common
in South Florida, specifically in and around Fort
Lauderdale and Miami. The establishment of this new
mosquito is of concern, because it is a competent
vector of several viruses affecting humans, including
yellow fever and Venezuelan equine encephalitis.

What does this mean to non-Floridian pest
management professionals (PMPs)? Today, maybe not
much, but invasive species rarely stay geographically
isolated. Rather, they spread — and typically, they
spread quickly.

To illustrate this point, we can look to another
invasive species: the Asian tiger mosquito (Aedes
albopictus). This mosquito was first brought into the
U.S. in the 1980s. The first introduction is believed
to have occurred in Texas in shipments of used tires,
but by 2017, the Centers for Disease Control and
Prevention estimated the range of the mosquito to
include more than 25 states across the country.?

Introduction of invasive species, including
mosquitoes, is more common than you might think.
A few other insect examples from the past few
years you might be familiar with include the Asian
giant hornet (Vespa mandarinia), spotted lanternflies
(Lycorma delicatula) and brown marmorated stink
bugs (Halyomorpha halys), just to name three.
Introduction can occur from accidental means on
ocean-going vessels, wood packaging, vegetation,
hitchhiking on other species and more.

Occasionally, intentional introduction occurs. For
example, Eugene Schieffelin played a major role
in bringing both English house sparrows (Passer
domesticus) and European starlings (Sturnus vulgaris)
to America in the 19™ century, reportedly to eliminate
a moth that was damaging trees in New York City.®

Invasive species, after introduction, can cause
environmental, economic and/or human health effects.
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Additionally, they
can threaten native
plants and native
animals. Some
research estimates that the U.S. currently has 50,000
non-native species.*

DR. REED is Technical Services
Manager, Product Development Team,
for Control Solutions Inc

YOUR PARTNER IN MOSQUITO CONTROL
When you are ready to choose and apply an
insecticide to control mosquitoes, Control Solutions
Inc. wants to be your provider of high-quality, long-
lasting, effective solutions. Our product development
team has been hard at work the past few years
developing products specifically for PMPs to use for
mosquito management.

Last year, we launched Tekko 0.2G, featuring
novaluron, for the control of mosquito larvae. This
larvicide can add value to your integrated mosquito
management programs by providing up to 90 days of
control with a single application. Pairing this larvicide
with a powerful insecticide such as CSl’s ProFlex
helps PMPs provide effective, long-lasting relief from
many biting mosquito species.

CSl strives to put easy-to-use products in PMPs’
hands to help in their fight with mosquitoes. We work
daily to help make applications simpler for PMPs, and
more effective for their customers. We are dedicated
to providing the best quality, consistent, reliable and
effective products to our suppliers and customers.
We offer many options pertaining to mosquito
management. Please ask your local territory manager
or check out ControlSolutionsinc.com for more
information on our complete product line.

At CSlI, our mission continues to be innovation
for the pest management industry: Innovation you
can apply.

REFERENCES

1 EntomologyToday.org/2020/12/18/another-invasive-mosquito-species-florida-
aedes-scapularis

2 CDC.gov/zika/pdfs/Aedes._tribal_land_US_AKHI_CDC.pdf

3 Timeline.com/sparrows-invasive-species-america-9546e6a9e57e

4 FWS.gov/invasives/faq.html
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EDUCATION SETS

Share your knowledge with
customers for fewer callbacks
and higher satisfaction

By Diane Sofranec | PMP Senior Editor

ver the past year, pest management

professionals’ (PMPs’) customers have

spent more time at home than ever,

thanks to stay-at-home and shelter-in-

place state mandates brought on by
the coronavirus pandemic.

For many PMPs, business increased as customers
who were stuck at home all day, every day, noticed
pest problems that required
professional attention.

“The basis for pest control
is providing a better quality
of life for our customers,
while protecting their families
and homes from disease and
damage,” says Steve McCullen,
integration director for Thomas
Pest Services, Schenectady, N.Y.

“If we can provide a service that helps a customer
via pest reduction, then it is the right thing to do.”

EDUCATING CUSTOMERS

To keep new customers happy and retain their
business, education and communication are well
worth the time and effort.

“Your educational efforts will pay off in customer
satisfaction, and possibly reduce unnecessary callback
services,” says John Barnett, ACE, president of service
for Frontline Pest Professionals in Baltimore, Md.
“Happy customers whom you engage
frequently will find confidence in
your service, and will be less likely
to move their service when the next
salesperson comes knocking.”

mypmp.net

Pest Management Professional’s (PMP’s) 2021
Mosquito Management Survey shows most
respondents generate their mosquito control revenue
from residential customers. So, when
it comes to mosquito control,

PMPs can help customers
understand how to significantly
reduce mosquito populations

by eliminating standing water,
cleaning out clogged gutters,
removing yard debris like dead
leaves and thinning out shaded areas.

“Educating customers
about what creates their pest
problems gets them invested in the success of their
pest control program,” Barnett says. “They will
understand what conditions may trigger certain pest
problems and know what to expect.”

Take the time to explain what a service call will
entail, especially since mosquito control is performed
outdoors — often when customers are busy indoors.

“It’s always a good idea to let customers know
exactly what you can do for them, and how you’re going
to do it,” says JC Carrillo, owner of Hill Country Pest
Control in Dripping Springs, Texas. “You want them
to feel comfortable with your service, and feel your
company is a good investment.”

Mosquito control can be especially
challenging for customers who may not
understand they likely will encounter
an occasional Aedes albopictus

CONTINUED ON PAGE MM6

JOHN BARNETT
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AREA OF OPERATIONS

WEST (AK, AZ, CA, CO, HI, ID, MT, NM,
NV, OR, UT, WA, WY)

(OH, IN, IL, MI, WI, MN, MO,
IA, ND, SD, NE, KS)
SOUTH (AL, AR, FL, GA, KY, LA, MS,
NC, OK, SC, TN, TX, VA, WV)

(CT, DE, ME, MD, MA, NJ,

NH, NY, PA, RI, VT, DC)

National

4%

Northeast

14%

2021 PROJECTED
TOTAL REVENUE

$500,000 to
$999,999

$1 million to
$4,999,999

14%

$5 million or more

$49,999 or less

$50,000 to
$99,999

$100,000
to $999,999

9(%) $1 million or more

2021 PROJECTED MOSQUITO  NUMBER OF
MANAGEMENT REVENUE

TECHNICIANS

36%

11 t0 99

2020 MOSQUITO MANAGEMENT REVENUE BY STRUCTURE TYPE

Residential

generated 51% or more from
residential
25% generated 26% to 50% from
residential
35% generated 25% or less of
their mosquito management
revenue from residential

Commercial

generated 51% or more from
commercial
23% generated 26% to 50% from
commercial
70% generated 25% or less of
their mosquito management
revenue from commercial
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Government/
Municipal

generated 51% or more from
government/municipal
14% generated 26% to 50% from
government/municipal
81% generated 25% or less of
their mosquito management
revenue from government/municipal
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SOURCE: PMPMOSQUITO MANAGEMENT SURVEY CONDUCTED MARCH 2021

MOSQUITO MANAGEMENT REVENUE
PROJECTED CHANGE 2021 VS. 2020

Project an increase of 25% or more

30%

Project an increase of less than 25% 46%

Project mosquito management 1

18%
6%

MOSQUITO JOB CALLS

PROJECTED CHANGE 2021 VS. 2020

Project an increase in mosquito job calls of 25% or mo

30%

Project an increase of less than 25% 45%

20%
5%
MOSQUITO 2020 MOSQUITO
MANAGEMENT MANAGEMENT
SERVIGE FREQUENCIES | CALLBACKS
(in order of customer requests)
62%
Monthly
14% One time (special event) 6%
Quarterly
Oj[her (mist_ing, community- ”lt\)lo ) 12/%}0 509/%}0 1hQ<y; or
wide spraylng) t%areife:t oallbaccks callbe;cks calllgbaecrk

2% Annual

rate

MOSQUITO MANAGEMENT JOB GENERATORS

1 Add-on service for current general pest management clients

z New clients requesting mosquito management services

3 Add-on service for current termite management clients

mypmp.net

TOP 4 mosquito
SPECIES BY NUMBER
OF JOBS GENERATED
& REVENUE GENERATED

Asian tiger
mosquito
(Aedes
albopictus)

Yellow fever
mosquito
(A. aegypti)

Western
encephalitis
MOSUILO -l
(Culex tarsalis)

Southern -
house
mosquito

(C. quinquefasciatus)

Mosquito control helps
protect customers from
mosquito-borne viruses
and diseases, including
West Nile virus, the

Zika virus, malaria,
dengue, chikungunya,
yellow fever and Eastern
equine encephalitis.
There is no evidence that
mosquitoes transmit the
severe acute respiratory
syndrome coronavirus 2
(SARS-CoV-2), the virus
that causes COVID-19.

SOURCE: CENTERS FOR DISEASE CONTROL
AND PREVENTION
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from time to time. Customers who
understand you will reduce, not
eliminate, mosquitoes will be less
likely to complain on social media
or sever ties with your company.

“If you do not educate your
customers on the expectation that
nothing will get rid of 100 percent of
their mosquitoes, you will have cancellations,” says
Lisa Botts, owner of Peacock Pest Prevention in
Cypress, Texas.

Explaining your control methods
also will help you correct
misinformation customers
have heard about mosquito
management.
Nathan Vogt, president of
Arrest-A-Pest by PMP Inc. in
Wichita, Kan., knows customers
have their own ideas about
mosquito management. “When
a customer contacts us for service, they probably
have a good idea of what the problem is, how
much they expect to pay, and what they will be
receiving,” he explains. “They get information from
other companies offering similar services — and
who hasn’t gone down a Google rabbit hole while
researching something? If we don’t educate our
customers, someone else will.”

To ensure customers get their facts straight, Vogt
recommends creating a written form that explains
your mosquito management services. “Even if it’s
not a contract, outline what you will be doing and
your terms of service and payment,” he adds.

Encourage your technicians to share their
knowledge with customers. A little education can go
a long way when the goal is customer satisfaction.

“I’ve found myself getting into unwinnable
battles when expectations aren’t set. Being educated
about the different habitats, seasons and species
native to your area is crucial,” says Nathan
Curran, president of Home and Business
Pest Control in Auburn, Mass. “A one-
size-fits-all approach doesn’t always work
with mosquito control.”

Bill Haynes, CEO of Haynes
Exterminating in Buford, Ga., says he
believes educating customers and setting
realistic expectations is good business when
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LISA BOTTS

offering mosquito management. “With any flying
insect control, it’s fairly difficult to evaluate
effectiveness,” he says. “It’s really important to
understand the process, as it can help both the
technician and the customer understand how what
we are doing is impacting their environment in a
positive way.”
Besides, Haynes adds, if customers are upset about
the mosquito service you performed, it may affect
their happiness with the other services you provide.

PMPs are doing their best to reduce callbacks,
as PMP’s 2021 Mosquito Management Survey
reveals 69 percent of those asked have a callback
rate of 4 percent or less.

Educating customers and setting clear expectations
is critical in all business transactions, McCullen says.
“There is more buy-in from customers when they
understand the ‘why’ behind the ‘what.” Providing
customers with a strong basis for why we do what
we do usually will help motivate them to become a
partner with us to solve their pest issues.”

In addition, failing to tell customers what they
can expect from the services you offer may result
in lost business. “Customers are more likely to
discontinue a service because of a lack of perceived
value more than any other reason,” he adds. “If
customers completely understand what they are
purchasing, and their part in the solution, they will
be more committed to the success of the service.”

RISING DEMAND
Lately, mosquito management has proven to be
a popular pest control service with customers.
Homeowners who have been stuck indoors welcome
the chance to get out in the fresh air and use their
yards. Parents now hyper-aware of illness-causing
viruses want their children to play outdoors in a
safe environment that’s free from biting mosquitoes.
Fortunately, mosquito control services are
beneficial to PMPs as well.
“Because mosquito management is a seasonal
offering, it allows you to maximize the use of
your employees’ time and add profit to your
bottom line,” Barnett says. “It also supports
a good perimeter pest control program.”
He suggests PMPs should never stop
marketing their mosquito management
services. When it’s cold outside, talk to
customers about how your company can help

SN  keep mosquitoes in check when the weather
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gets better. “Advise them of how they will benefit from
a service that starts before mosquitoes do,” Barnett
adds. “Doing this in the winter sets the groundwork
for the beginning of a successful summer season.”
Vogt offers solid reasons for offering mosquito
management services. Homeowners are buying this
service, so PMPs who do not offer it are missing out
on additional revenue.
Although it may be a seasonal service, PMPs
can set up their customers’ mosquito management
program on a billing cycle that runs monthly or
every six weeks, making its annual value the same
or more than standard pest control service.
Haynes agrees, adding, “If your company has
the ability to dovetail it into your current routing
or create its own route, providing mosquito
management services seems like a no-brainer.”
Mosquito control is exterior work, so services are
easy to schedule, can be rolled into existing service
routes, require little or no additional equipment, and
can be completed in a relatively short time, Vogt says.
Customers value the peace of mind they get
knowing they are able to enjoy the outdoors at
dusk. “When Eastern equine encephalitis broke out
in my service area in 2019, customers realized an
effective mosquito treatment could be the difference
between staying healthy and contracting a fatal
illness,” Curran says.
Mosquito control helps protect customers from
mosquito-borne viruses and diseases, including
West Nile virus, the Zika virus, malaria,
dengue, chikungunya, yellow fever and
Eastern equine encephalitis. There
is no evidence that mosquitoes
transmit the SARS-CoV-2 virus,
according to the Centers for Disease
Control and Prevention.
“Let prospective customers know
you are willing to go the extra mile to
service their homes and surrounding
areas so they can have an environment safe from the
diseases mosquitoes may carry,” Carrillo says. “Tell
them up-front you have a special seasonal package.”
Spread the word that you will be there from the
beginning to the end of mosquito season.

ATTRACTING CUSTOMERS

Vogt recommends PMPs sell their mosquito control
services all the time, along with their full line of
services. “Find a way to introduce the topic to both

mypmp.net

new and existing customers,” he says. “Train your
techs to work it into their conversations, and don’t
treat it as secondary service.”

Haynes says marketing mosquito control services to
his company’s current customers is easy and rewarding.

At Home and Business Pest Control,

Curran also offers mosquito control
as an add-on service to existing
customers. Referrals from
neighbors can be lucrative, too.
“Lawn signs also are surprisingly
effective,” he shares.

Because marketing is
expensive, PMPs should make it
count, according to McCullen. He
suggests focusing on two key areas:

Offer mosquito control as a value-added service

to current customers. “Your current customers
already trust you to protect their families and
homes, so why not extend that protection to their
yards as well?” he says.

Use timing and location to target your marketing

to potential customers. You can stretch your
marketing dollars if you focus on the right time,
such as major holidays when people gather outside,
and specific places, such as neighborhoods prone to
mosquitoes, McCullen says.

Technicians are most likely a company’s most
valuable sales tool, Barnett says. Give them the
opportunity to market your services and find creative
ways to incentivize them.

“In most instances, their approach to customers
is straightforward,” he says. “They lack the tongue
of a salesman, but will almost always present the
facts in a way the customer can relate to.”

Because customers often develop good relationships
with their technicians, they will trust recommendations
presented to them. But be honest in your approach.

“If a customer is not a good
candidate for the service, tell them,”
Barnett adds. Doing so is another
opportunity to build trust.

Satisfied customers will
continue to rely on PMPs for mosquito control
services that will enable them to get out of their
homes and enjoy the outdoors.

“Anything that helps make people’s lives better is
a service worth offering,” Botts says. PMP

You can reach SOFRANEC at dsofranec@northcoastmedianet
or 216-706-3793.

NATHAN CURRAN

Visit PMPPestTalk.net
for mosquito control dos
and don’ts from PMPs.
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