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Contact us: PRO strives to serve the portable restroom industry with interesting and
helpful stories. We welcome your comments, questions and column suggestions and
promise a prompt reply to all reader contacts. Call 800/257-7222; fax 715/546-3786;

email PRO editor Jim Kneiszel at editor@promonthly.com.

What Else Can We Do For You?

EVERY WORK SITE REQUIRES A VARIETY OF SUPPORT SERVICES. ARE YOU

LEAVING MONEY ON THE TABLE BY PROVIDING ONLY PORTABLE RESTROOMS?

By Jim Kneiszel

services? For our PROfile company this month, Cal-State Site

Services, a million feet of fencing was amassed before owner
Rick Modlin decided to add portable restrooms to his successful com-
pany’s offerings.

“We've seen prices driven down in our industry, and customers
want one-stop shopping — one invoice instead of two or three for vari-
ous services,” Modlin explains to writer Ken Wysocky. “The only way
to compete is to add another product and develop another revenue
stream. And the most logical thing for us is portable sanitation.”

For you, the established portable sanitation provider in your re-
gion, Modlin’s game plan might work in reverse. You might be able to
find another revenue stream with fencing ... or roll-off containers ... or
full-service cleaning, to name a few.

Whichever way it works, small service businesses are finding that
expanding their menu means selling more services — and bringing in
more revenue - from each customer.

It makes perfect sense. If you already provide the portable rest-

What came first, the portable sanitation or other construction site

You know the vast majority of existing customers can be counted
on to pay their bills promptly ... or you probably would have stopped
working for them a long time ago. And more income from fewer ac-
counts reduces paperwork and lightens the burden on your office staff.
And a staff freed from shuffling papers and trying to collect on bills has
more time to spend on new marketing efforts.

All these factors point to the synergies of expanding your offerings.
This is why we like to focus a few issues of PRO every year to the impor-
tance of diversification. If you haven't broadened your scope, you might
be missing out on some significant opportunities in your home terri-
tory. You can bet your competitors are looking for more ways to serve
customers, and using new skills and equipment to wrestle business
away from you.

YOUR COMPETITORS ARE DOING IT

It doesn’t take much Web surfing to find companies looking to get
onto a construction site or special event and then explode their offer-
ings to become a dominant service provider for that customer. In a few

ONE PRINCIPLE OF SELLING SMALL BUSINESS SERVICES IS THAT IT REQUIRES
LESS EFFORT TO UPSELL EXISTING CUSTOMERS THAN TO START COLD CALL-
ING FOR NEW CUSTOMERS. THAT’S WHY THEY ALWAYS ASK IF YOU WANT FRIES
WITH YOUR BURGER AT THE FAST-FOOD RESTAURANT DOWN THE STREET.

minutes of Internet research, I
was able to find some great ex-
amples of companies that ag-
gressively market their empha-
sis on one-stop-shopping.

The name says it all.
Take Mr. Dirt, for example.

rooms for a small construction company, wouldn't they want to hire you
— a known quantity and quality provider — when they need a container,
a site office or storage trailer, or workers to clean up after they leave the
jobsite?

And this idea of rolling up services extends beyond the construc-
tion site. If you deliver 30 restrooms to your local county fair this sum-
mer, wouldn't the fair organizers be relieved to find you also could de-
liver the trash receptacles, fencing to control crowds on country music
night, or water tanks to serve their food vendors?

IT’S THE UPSELL

After all, one principle of selling small business services is that it
requires less effort to upsell existing customers than to start cold call-
ing for new customers. That’s why they always ask if you want fries with
your burger at the fast-food restaurant down the street.

But more than simply raising your revenue-per-customer ratio, ex-
panding service to your biggest clients makes it easier when it comes
time to send invoices and seek payment later on.

6  September2011  Portable Restroom Operator

The company with locations in
Texas, Arizona and Nevada (check them out at www.mrdirtusa.com)
started with street sweeping, then added portable sanitation, water
truck services and high-pressure power washing. Their services offer-
ings include everything from street washing to dust suppression and
swimming pool fills to stain removal. They land a customer, then say,
“Now what else can we do for you?”

We clean everything.

And then there’s American Companies in Kansas City. The com-
pany has posted a great video review of its services here: www.youtube.
com/watch?v=21ZYCude-Fk. The business is split into three distinct
subsidiaries to try and capitalize on all aspects of site cleanup. Ameri-
can Waste Systems sells restrooms and roll-off containers. American
Sweeping Inc. offers sweeper trucks. American Labor Source Inc. pro-
vides the manpower to clean everything from construction sites to pa-
rade routes.

One of their concepts is offering “day porters,” workers who comb
work sites to keep them constantly clean. They also offer to go beyond



the restroom at special events with what they call the Total Venue Di-
vision, which provides portable stages ... and even DJs and bands for
private parties.

We'’re green and growing.

Green Tech Transfer & Recycling of South Bend, Ind., promoted
its Eco-Hut restrooms and service diversification on a local public tele-
vision program, Outdoor Elements, which you can see here: www.you
tube.com/watch?v=BwUiDDE;j-cs&feature=related.

Green Tech heavily promotes a reputation for environmentally
friendly service with its portable sanitation business, and extends that
same business philosophy to its work in materials recovery. As part of
its site services offerings, Green Tech accepts a variety of materials, from
construction debris to wood, plastic and glass, then seeks new markets
where it can sell the discarded waste.

BY AGLOW SYSTEMS

DON’T LOSE THE PORTABLE SANITATION FOCUS
While diversification can be a good idea, I don't mean to say you

should expand at the expense of the quality portable sanitation service *Theft Resistant
you provide. You can never forget the core business that brought you Multiple Ultra Bright LEDs
success and built your reputation in the community. After all, if there is *Easy Install/No Holes to Drill

one area of site services where customers won't stand for poor service,
it's where clean sanitation is involved.

So, think about expanding your site services offerings when it’s logi-
cal, you have the ability to do so and the market will accept it. But be
careful not to spread yourself too thin and sacrifice your good name in
the community. B

865.312.7312

AGLOWSYSTEMS.CcOM

Made in Tennessee*USA

The
PERFORMER
1200 Gallon Aluminum ‘Bright Finish '
300 Fresh / 900 Waste N o
Masport HXL4 Pump — 160 C.FM. Direct drive L
PT.0. w/control in cab
12-Volt water pump
30" x 2" Tiger tail hose
Unit hauler & hitch

2011 Ford 550XL
18,000 Ib. G.V.W.R.

300 Horsepower

Auto transmission,
Gasoline or diesel
AM/FM/CD

Air Conditioned

18% Greater Payload

Complete Units... from STOG K!
60% Lighter Than Steel
Rustproof Aluminum

*
Factory 5 Year ‘No Leak Tank’ Warranty Prices start as low as... $ 5 @ 5 @ @ @
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866-789-944 Phil Hodes 800-692-5844 888-428-6422
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www.keevac.com www.west-mark.com www.tanktec.biz
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BACK at the OFFICE
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Writer Judy Kneiszel has operated her own small business for 15 years and is familiar

with the many rewards and challenges of business ownership. Write to her with
questions, comments or topic suggestions at thewordhouse@ameritech.net.

Extreme Makeover: Office Edition?

YOU PROBABLY TAKE YOUR OFFICE SPACE FOR GRANTED, BUT HOW IT’S
DECORATED AND MAINTAINED SAYS A LOT ABOUT YOU AND YOUR COMPANY

By Judy Kneiszel

show off a little. If they get a call asking about portable restrooms

for a wedding, party or other special event, they invite the poten-
tial customer in to check them out. They have created indoor showrooms
within their office space so customers can, while not actually “try before
they buy,” at least see the units up close and slam a few doors before
making a selection.

In-person customers get a better idea of restroom sizes and under-
stand the features of different models. It's much easier to show than tell.
Customers also can see the colors better than they can visualize them over
the phone. But beware: Inviting customers into your office space makes
them privy to much more than the features of the privies.

Some portable sanitation companies are finding that it pays to

SPRUCE UP YOUR SPACE

Any time the public enters your place of business — whether it’s to
check out your special event units or pay their bill — they judge you and
your company by what they see when they walk through the door. To
improve your image, try these office makeover tips:

ANY TIME THE PUBLIC ENTERS YOUR PLACE OF
BUSINESS — WHETHER IT’S TO CHECK OUT YOUR
SPECIAL EVENT UNITS OR PAY THEIR BILL — THEY
JUDGE YOU AND YOUR COMPANY BY WHAT THEY
SEE WHEN THEY WALK THROUGH THE DOOR.

1. Make your office a neutral zone. There have been some really
close elections around the country lately. Do you know what that means?
It means, chances are about half the population disagrees with whatever
views you hold or candidate you support. Do you really want to alienate
half of your potential customers by decorating your office with controver-
sial political cartoons, bumper stickers, campaign signs, etc.? Take them
down. Don't lose the business of their birthday party because you don’t
belong to their political party.

2.Remove the dead (plants, that is). If you aren’t responsible enough
to keep a plant watered, can you really handle bigger things like keeping
10 restrooms clean?

3. Dispose of empty food and beverage containers. Again, what does
having a messy desk say for your standards of cleanliness? It should be
easier to clean a desk than a restroom.

4. Take down the inappropriate pictures (or just unattractive)
pictures. Some brides-to-be might find Miss May of your “pinup calendar”

8  September2011  Portable Restroom Operator

a bit offensive when they come to check out restrooms. The picture of you
on the beach in your Speedo or raunchy photos of your bachelor party
might creep some customers out a little too. A simple, respectable family
picture on your desk sends a more appealing message.

5.Pare down the toys. A few toys on your desk say you are fun-loving
and they can be good conversation starters. Too many say you are imma-
ture, easily distracted and won't be giving the customer your full attention.

6. Get rid of the outdated equipment. That dot-matrix printer in
the corner that hasn’'t worked since the '90s says you're too lazy to prop-
erly dispose of it, and it’s taking up space that could be utilized for your
showroom.

7. Dump the butts. As smoke-free workplaces become the law in
more and more cities and states, people become less tolerant of smoke
odors. Even if you can smoke in your office, don't put people off by doing
it. At the very least, keep your ashtrays clean and empty. Not only has
smoking become somewhat controversial, a heaping ashtray is another
sign that says you can’t keep anything clean.

A SPACE TO BE
PROUD OF

After you've cleaned
up your office space, assess
its condition. Could a new
coat of paint in a bright,
clean color improve it?
After you've painted, hang
some posters or artwork
that makes people think
“fresh” and “clean” - like
nature scenes.

Make sure the office
floor is clean, or consider
replacing the floor covering
if you can't get it clean anymore. If you think greenery is a nice touch,
replace those dead plants you removed with low maintenance ivy or
bamboo, or even lower maintenance life-like silk plants. There are also
services you can hire to water and maintain live plants.

Arrange furniture to appear welcoming, which means don't sit with
your back to the door. If there’s room, arrange a comfortable seating area
where you can meet with customers to discuss their needs. And think
about creating that showroom of units so people can visualize them at
their events.

Not only will cleaning and updating your workplace make it more
customer-friendly, you might just enjoy coming to work more in your
“new” office, and that will make you more customer friendly too. B

Have you set up a restroom
products showroom at your
business? What have you
done to spruce up the office
and make it more inviting for

customers? Share your ideas
by dropping a line to editor@
promonthly.com. We’ll publish
your responses in an
upcoming issue of PRO.
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. Cal-State owner Rick Modlin (left) *
and manager Eric Giffin pose with
their complementary offerings,
fencing and portable restrooms.
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Portable sanitation products
and fencing share the yard
at Cal-State Site Services in
Ventura, Calif. (Photos by
Stephen Osman)

ortable restroom operators interested

in generating anewrevenue stream-as

well as establishing a logical launching
pad for developing more complementary
on-site services — could benefit from the
experience of Rick Modlin, owner of Cal-
State Site Services Inc. in Simi Valley, Calif.

As the recession worsened and eroded
profit margins at his temporary-fencing
business, Modlin became more and more
intrigued with diversification. Eventually,
he acted on something he'd observed for
years: When contractors need temporary
fencing, odds are they also need portable
restrooms — and would prefer to rent them
both from the same supplier.

That's why his company, recently
renamed Cal-State Site Services Inc., bought
Nature Calls Port A Potties (now known
as Nature Calls Sanitation Inc.) in nearby
Oxnard in September 2010. In addition,
the company is in the process of acquiring
another restroom company to further diver-
sify its business base. That should go a long
way toward making Cal-State less reliant on

By Ken Wysocky

one revenue stream and less vulnerable to
cyclical economic downturns.

“We've always thought about getting
into portable restrooms, but we really got
serious after the economy went south,”
Modlin says. “We've seen prices driven
down in our industry, and customers want
one-stop shopping — one invoice instead of
two or three for various services.

“Our profit margins are so slim now ...
the only way to compete is to add another
product and develop another revenue

Ventura, Calif.
Rick Modlin "
1991 "
24 t
Southern
and parts of central CALIFORNIA
California = i
ok
tf \ f
www.rentfence.com —
4
(continued)




The standard of style.

You asked for it. We delivered. The all new Glacier offers the same standard features as the Aspen

and K2 but provides a single wall with no forming lines plus an ultra smooth surface inside and out.

Check Out Oyr

New
Website At
Www.fivepeaks.net

FIVE PEAKS TECHNOLOGY

— 231.830.8099 | www.fivepeaks.net
. 866:293.1502

When we set out to change the portable restroom industry, we had three goals in mind. First, develop one of the most
durable restrooms on the planet to withstand the punishment of job sites. Second, make it attractive enough to stand
on its own for special events. And third, make it available at an affordable price.

Take a quick glimpse. The unique elliptical shape design adds integrity and strength. On the inside, you'll find a hover
handle, oversized stainless mirror, self-draining non-skid floor, and a rugged large capacity tank with a stylish design
allowing sloping lines to keep the tank top dry and clean. All accessible through the largest door opening in the
industry.

The contemporary design of our units gives you the unique opportunity to stand out from your competitors with a
variety of color options to match your company colors or your market (i.e. local sports teams). This means a better
experience for your customers. And the potential for more customers for you.

If you like the idea of your name on the best looking units in the industry, call (866) 293-1502. We'll give you a
customized quote to fit your needs with the most competitive pricing available today. You have nothing to lose.

866-293-1502

www.fivepeaks.net




stream,” he continues. “And the most logical
thing for us is portable sanitation.”

Even Modlin’s diversification efforts are
diversified. Nature Calls is primarily an agri-
cultural-focused sanitation company that
owned 450 restrooms (made primarily by Five
Peaks Technology and Satellite Industries Inc.),
several custom-made trailer units and three
older vacuum trucks (an International with a
steel 1,100-gallon waste/400-gallon freshwater
tank and two Fords, one with a steel 600-gallon
waste/200-gallon freshwater tank and the other
with a steel 800-gallon waste and 200-gallon
freshwater tank). And the restroom business
Cal-State is in the process of buying mainly
caters to special events.

“This gives us a pretty strong trifecta — a
well-balanced company,” he says. “No matter
what happens with the economy, people have
to eat. So that (agricultural) industry doesn’t
see economic slumps the way the construction

»
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Above, Filemon (left) and Ruben
Rosales load fencing onto a

«+ flatbed truck for delivery. Below,
Mariano Cortez adds fencing to
% aportable restroom order.

industry does.”

To support its new endeavors, Cal-State
bought a 2011 Freightliner M2, built by T & B
Sales Inc., with a stainless steel 1,100-gallon
waste/500-gallon freshwater tank. The company
also bought 300 more restroom units from Five
Peaks. The company also has 25 ADA-compliant
We'll Care restrooms and 25 Bravo handwash
units from PolyJohn Enterprises Corp.

“Our short-term goal is to get 1,000 units
out there within a year,” Modlin says. “We hope
we can pull some accounts in by leveraging
existing business relationships.”

Just as diversifying into portable restrooms
made sense for Cal-State, branching out into
temporary fencing could make sense for some
portable restroom operators, who should find
themselves on familiar ground, in terms of
supplying site services. To make this diversifi-
cation play, it’s instructive to learn how Modlin’s
emphasis on customer service and new tech-
nology helped the
company (formerly
known as Cal-State
Rent A Fence Inc.)
grow into one of
Southern California’s
larger  temporary-
fencing contractors.

Modlin started
out with a general
engineering and
contracting busi-
ness called Classic
Construction  Ser-
vices, which special-

ized in water and sewer projects. He got into
fencing in the late 1980s when he realized
the company was spending $20,000 a year
on temporary fencing to protect historic oak
trees standing on jobsites throughout Ventura
County. His conclusion: “That’s crazy — we
should be doing this ourselves.”

Modlin invested in some metal fencing,
on which he hung signs to advertise Classic’s
services. But a funny thing happened: Calls
started rolling in, asking if the company did
fencing, too.

“We started saying, ‘OK, sure, we can do
that,” ” Modlin recalls. “A light bulb kind of went
off ... that this seemed to be a little business
entity that might work on its own.”

In 1991, Modlin founded Cal-State as a
separate company and sold Classic a year later.
Phone book advertising generated enough
initial business for the company to start
competing with larger site services companies,
Modlin says.

Things mushroomed from there, with the
company never recording less than 40 percent
annual sales growth — until the most recent
recession hit. But even then, Cal-State didn’t
experience a real slowdown until 2010, buoyed
by business from banks that needed fences
erected to protect foreclosed homes from
vandals.

No businessman wants to benefit from
tragedy. But the fact of the matter is that Cal-
State’s fortunes soared in the wake of the
Northridge earthquake in January 1994, which
measured 6.7 on the Richter scale and did an
estimated $20 billion in damage. Drivengmostly

(continued)

“OUR PROFIT MARGINS ARE SO SLIM
NOW ... THE ONLY WAY TO COMPETE
IS TO ADD ANOTHER PRODUCT AND

DEVELOP ANOTHER REVENUE STREAM.
AND THE MOST LOGICAL THING FOR US
IS PORTABLE SANITATION.”

Rick Modlin
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Tank Truck & Truck Body
Equipment Specialists
ask for Brian Amthor

Prices can change without notice. Monthly payments are estimates
and can vary based on customers credit with 20% down for 60 months.
100% Financing available.

20 Osprey Lane « Gardiner, NY - 845/778.5576 - www.AmthorWelding.com « Amthor: Built for the Miles Ahead

Holding And Fresh Water

Visit our websgites - é

www.ronco—plastics.net
400 Sizes Available
Wholesale Pricing Available

714-259-1385

Exclusive Portable
Sanitation Software .
One Touch:@ L

Billing “Order Entry 41
Service Schedules ~ Reports g
% Visual mapping and routing < QuickBooks integration

< Automated timecard and < Employee productivity reports
inventory control < FREE ONLINE DEMOS!!!

Canadian Version Now Available.
aly EZTRAKR offers positive service validation

Phone: 866-529-1938 Email: info(@eztrakr.com Web: www.eztrakr.com
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“OUR PHILOSOPHY IS ON SITE,
ON TIME, EVERY TIME. IF WE
SAY SOMETHING IS GOING TO
HAPPEN AT A CERTAIN TIME, WE
MAKE IT HAPPEN. WE ALL HAVE
ABOUT THE SAME PRICES, SO
IT’S THE ONLY WAY WE CAN
DIFFERENTIATE OURSELVES.”

Rick Modlin

by an almost overwhelming need to fence off
damaged homes and other structures, Cal-
State’s fencing inventory increased to 500,000
feet from 50,000 feet in just one year. The pace
was frantic, Modlin says.

“We basically were hiring anyone who
owned a pickup truck and could pile in a couple
rolls of fencing and a posthole digger, from
friends to friends of friends — anyone who was
willing to work for us,” he says. “Within a year,
we went from two trucks to eight and from two
phone lines to six.

“Wed sent out guys with blank rental-
agreement contracts because when they'd go

Above, guided by Filemon Rosales, Rubin Rosales uses a forklift to move rolls of
chain link fence. At right, flatbed trucks are loaded and ready to deliver fencing
frames and posts. Cal-State maintains more than a million feet of fencing.

out to a job, neigh-
bors would come out
and ask for service,
too,” he adds. “We
couldn’t keep up with
the work.” Modlin

acknowledges  that
Cal-State probably wouldn't be as big as it is
today, with an inventory of more than one
million feet of chain-link fence, without the
earthquake.

“Alot of what we do involves natural disas-
ters, such as wildfires, mudslides and earth-
quakes that sometimes require us to fence off

Eric Giffin moves a PolyJohn Enterprises
Bravo handwash station in the company
yard. Five Peaks Technology restrooms
are in the background.
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Portable Restroom Operator

entire blocks for insurance liability reasons,”
Modlin says. “I hate to say it, but every cloud
has a silver lining.”

The company keeps a certain amount of
fence in reserve for such disasters, he says.

As a general rule, Cal-State charges a flat
rate for fencing for a specific rental period. That
rate usually covers up to 200 feet of fencing;
after that, volume discounts apply. If a customer
needs fencing for longer than expected, the
company charges 15 percent of the original
installation costs every month beyond the time
specified in the contract.

“The initial cost of fence now is so high —
for fence, posts, gates, etc. — compared to what
you can rent it out for, that you need to have it
out there a couple years to get a return on your
investment,” he says. “Our prices should be
two or three times higher than what they are
currently ... that's how competitive it is out here
among big site-services companies.”

Rising steel prices have further squeezed
profit margins, he says, pointing out that in
1990, he was paying 20 cents per lineal foot,
compared to about $1.80 now. Moreover, cost-
conscious, recession-battered customers are
more prone to price shopping now than ever
before.

“There are still a small percentage of

(continued)
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people who care about service, but most won't
pay 20 cents more per foot for that,” he says.

Modlin says the key to achieving a quicker
return on investment is obtaining many short-
term rentals, such as for special events, which
because of the pricing structure generate more
revenue than the company’s long-term rentals.

“Diversifying into temporary fencing may
not work for some restroom operators because
raw steel is so expensive right now,” Modlin
says. “In the portable restroom industry, it’s not
unusual to pay off the cost of restrooms and
start earning a profit on them within four or five
months.

“With temporary fencing, and steel prices
as high as they are, it might take two years to
make a profit ... unless you have jobs with quick
turnaround of inventory,” he says. “If you don't
have a lot of competitors, you might be able to
make it work, especially if your focus is special
events.”

While the earthquake made Cal-State a
major player in the region, it also dramatically
shifted the company’s business dynamics.
Exponential inventory growth created extra
pressure to get fencing out in the field and
generating revenue, and that pressure only
increased as construction business fell off
during the recession.

“It’s all about volume now,” Modlin says.
“The reality is that as things have gotten tight,
prices have fallen ... so it’s about a lot of expo-
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- 'New/ProductsiDrive Efficiency,

Contractors who offer temporary fencing and those that exclusively offer portable sanita-

* tion face different business challenges, but they both benefit from investing in new technology.
For example, Cal-State Site Services Inc. in Simi Valley, Calif., boosted profitability and pro-
ductivity by using pneumatic post drivers instead of manual post pounders.

The company owns 10 Kittyhawk pneumatic drivers, made by Hawk Industries Inc., which
are more efficient than the post pounders, heavy pieces of pipe with a weight on one end that
workers lift up and drop atop a post to drive it into the ground, owner Rick Modlin says.

One crew of two workers equipped with Kittyhawks can install 2,500 to 3,000 feet of post-

driven fence in one day.

“It might take 12 to 14 hours, but we can finish a job in one day with our pneumatic Kit-
tyhawk drivers,” he says. “To do an equivalent job by hand would run into a second day on the
job. In addition, they decrease the risk of workers’ compensation injuries.”

The company also owns 10 medium-duty, midsize trucks: three Freightliner M2 series
and seven International DT466s. The latter feature 24-foot beds, diesel engines for better fuel
economy and gross vehicle weights of 25,000 pounds, which exempt them from special licens-
ing requirements. In addition, to create more cargo space on the truck bed, they carry under-
the-chassis air compressors that drive the pneumatic post drivers.

sure, a large percentage of
market share. We can't survive
on 100 jobsites — we need 2,000
jobsites.

“We’re down to 1,600 jobsites
now,” he continues. “At our
peak, about 2,200 would be
normal. Volume is critical to
weathering the slower times. We still have posi-
tive cash flow and no layoffs ... we can control
overtime to manage our labor costs and keep
the company profitable.”

During the last 10 years, Cal-State under-
went another shift, this time in the type of
fencing it uses. Responding to market demand,
the company invested more in free-standing,
10-foot-long fence panels, which now generate
50 percent of its business, Modlin says. The
company buys all its fencing from Swan Fence
Inc.

Crews can erect free-standing fence faster
than post-mounted fencing, but that advan-
tage is offset by the fact that trucks can carry
only about 1,500 feet of free-standing panels
compared to 5,000 feet of rolled fencing. As
such, it requires three trucks and three crews
to erect an equivalent amount of free-standing
fencing, Modlin says.

“We charge more for panels because they
cost more and require more labor on site,” he
explains.

The application or customer preference
drives what type of fence is used. Post-driven
fence is more secure; free-standing panels are
more popular for special events where security
isn’t as much of an issue.

TO LEARN MORE ABOUT
Cal-State Site Services

check out a video ahout the company at
www.promonthly.com

Portable Restroom Operator

Like the situation faced by so many tradi-
tional portable sanitation companies, Cal-
State’s biggest challenge remains low-ball
pricing from competitors, making customer
service even more critical than usual, Modlin
says.

“There’s so much money being left on the
table, it’s just ridiculous,” he notes. “The only
way to combat it is to provide the best possible
service you can give. Everyone says they provide
great service, but you really have to offer the
best service possible. These days, there’s no
margin for error.

“Our philosophy is on site, on time, every
time,” he says, echoing a common strategy
employed by many PROs these days. “If we say
something is going to happen at a certain time,
we make it happen. We all have about the same
prices, so it’s the only way we can differentiate
ourselves.”

Overall, Modlin
remains optimistic

(MORE INFO I

about the future
of his company, | Five peaks Technology
particularly as it 866/293-1502
expands furtherinto vgww.fglepea;(f.net
portable sanitation. (ee ad page 1)

“I  think the PolyJohn Enterprises Corp.
restrooms will go [ 800/292-1305
st 1 as the www.polyjohn.com
just as we (See ad page 39)

fencing did,” he
says. “We're estab-

Satellite Industries Inc.

lishing ourselves at S
& . www.satelliteindustries.com
a great time. When (See ad pages 20-21)

things pick up, we'll
be well established

Swan Fence Inc.

800/628-7926
and ready to take it www.swanfence.com
to the next level.” B
T & B Sales Inc.
909/357-8591
www.tandbsales.com
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Integra restroom

SOME CALLTHEM TOILETS,
OTHERS CALLTHEM

BUILDING BLOCKS.

YOU CAN BUILD A BUSINESS WITH US.

It takes guts and hard work to build a portable restroom 1. Practical design for easy handling and servicing
business. And the Pumpers we know measure up all the 2. Parts interchange with other PolyPortables models
way. That’s why many of them use the Integra as the 3. Thirteen in-demand, readily-available colors
cornerstone of their business. It's tough, versatile, practical, 4. Choice of low profile, or higher Keystone roofs

and it won't let you down. 5. Multiple skid choices to fit any job

Here are 6 reasons the Integra can help you build your 6. Variety of handwash, sanitizer and upgrade accessories

business:

POLYPORTABLES

Listening. Learning. Delivering. Since 1972

PORTABLE TOILETS « HANDWASH STATIONS « DEODORIZERS « CLEANERS « TRUCKS
99 Crafton Drive, Dahlonega, GA 30533 USA « Phone (800)241-7951 or (706) 864-3776 » Fax (706) 864-8111 « www.polyportables.com

All Green Way Products' deodorizers, cleaners and air fresheners are high-performance products developed and manufactured in our facilities B [een WEH:I Fl o |j ucts
in Dahlonega, Georgia specifically for portable restroom operators. They are all environmentally safe.

by PolyPortables
Follow us on Like us on [l
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When disaster strikes, temporary site services,
including portable sanitation, temporary offices
and holding tanks are in high demand

By Ed Wodalski

loods, forest fires, hurricanes and other disasters demand quick response from rescue crews and can open the
door to new opportunities for portable sanitation contractors offering temporary site services. To diversify into
the area of emergency services, consider temporary offices and holding tanks like these:

POLYPORTABLES

The Fresh Water OT Flush System from
PolyPortables Inc. is designed for use with
office trailer toilets or permanent sink fixtures.
The on-site water delivery system includes a
50-gallon freshwater tank with on-demand pump,
low-flow toilet with matching installation flange
and a 100-gallon, low-profile waste tank. With
each flush, the toilet bowl is charged with
approximately 8 ounces of freshwater for up to
800 flushes. The exterior fill port allows the
fresh- and greywater
tanks to be serviced
without entering the
trailer. A grounded
110-volt power source (GFl-enabled preferred) is
required. 800/241-7951;
www.polyportahles.com.

PolyPortables

POLYJOHN ENTERPRISES

Waterworks, a portable, self-contained
" freshwater delivery system from PolyJohn
Enterprises Corp. provides water on demand for
integrated, fully functioning restrooms or showers.
Designed for office trailers, food service trailers, tool
cribs, lunch rooms and portable showers, it requires
no water or sewer hookups, providing 95 gallons of
freshwater using a built-in, on-demand pump.
Additional capacity can be gained by adding a
holding tank. 800/292-1305;
www.polyjohn.com.

' PolyJohn Enterprises
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KENTUCKY TANK
The Pro-Pumper
250, low-profile, plastic
holding tank from Kentucky
Tank Inc. is designed for above-
ground waste storage. It has a
250-gallon capacity and is sized to fit
under trailers. Measuring 16 inches high,
46 inches wide and 93.5 inches long, the tank
comes with seven 3-inch threaded inlets
and one 10-inch lid with stainless steel tether installed. Molded-in features
include forklift legs for shipping (no pallet required), handle for positioning and
pumping, and interlocking sections for stacking and shipping. The tank can be
heated. It is FDA-approved for potable drinking water and available in 16
colors. 888/459-8265; www.kentuckytank.com.

TSF COMPANY

Holding tanks from TSF Company Inc. are made of 3/16-inch
polyethylene with airtight inlet and outlet fittings. Tanks are certified in
Wisconsin (only state to require certification) and can be customized. Available
in waste or freshwater styles, tank sizes include 60- and 225-gallon

rectangular, low-profile
i ! 105-, 300- and

440-gallon, and a
110-gallon cylinder
tank. Pump rinse
system and deicer with
overflow alarm are
available.
800/843-9286;
www.tuff-jon.com.

TSF Company



Satellite Shelters

SATELLITE SHELTERS

Temporary office trailers from Satellite Shelters Inc. are available in
a variety of sizes and floor plans. Sizes range from 8 by 16 feet to 24 by 60
feet. Floor plans can include one, two or four private offices and come with or
without restrooms. Features include paneled interior walls, vinyl tile floors, pre-
finished gypsum ceiling, electric heat, air conditioning, aluminum or wood
exterior, fluorescent ceiling lights, 3- by 5-foot plan table, built-in desk with file
cabinet and overhead shelf, 46- by 27-inch horizontal sliding windows and
120/140 volt power. Trailers can be customized according to size, color and
interior needs. Rental, lease and purchase options are available. 800/453-
1299; www.satelliteco.com. m

INUGONCEBTS)

MANUFACTURER OF QUALITY PORTABLE RESTROOMS AND SINKS
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Dual VIP Restroom Trailer
From $9,841

Features:

+ Solar Powered

+ Self-contained

+ Flushing, china toilet

+ Enclosed sink

+ Power Converter (option)
« Air-conditioning (option)

« Interior Heater (option)

« Sink Water Heater (option)

Ideal for:
« Weddings / Parties

« Sporting Events

+ Food Festivals

« Community Events

* Restroom Remodeling

* Movie Production

1737 S. VINEYARD AVENUE - ONTARIO, CA 91761

PHoNeE 909-930-6244 - ToLL Free 800-334-1065 - Fax 909-930-6237
www.NUCONCEPTS.com

The Lowe Clav Slale

) X
MTC Tank and Waste Solutions fabricates a full line of high

quality vacuum tank and waste solutions from our
manufacturing facility deep in the heart of Texas.

Whether it's a custom build to order or a stock unit ready o
forimmediate delivery, our products are designed with the
operator in mind, outfitted with the industry’s best
equipment, built Texas tough, and distributed worldwide.

Visit us online at' mtdely.com or give us a all at
800-367-5359 to speak to one of our professional sales
representatives today. Our staff has over 40 years of
industry experience and are ready to assist you with some
"\ goodol’southern hospitality to boot! &

oy

.

I. _ B .

Tank & Wasie Solulions

111 Lely Drive P.0. Box 1026, Temple, TX 76503
800-367-5359 - sales@mtdely.com

4 )
4, TP Re-Roller Co.

Turns waste (<
paper; into
profits?

Call Milton Foss
360-385-1333

Patented
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GLOBAL ..

DIRTBUSTER BASE!

Twice As
Much Fresh Air

The open grid provides twice

as much ventilation as a unit

with a solid base. It's the most

cost effective method for eliminating
unwanted odors.

Keep Dirt Where It Belongs

The Dirtbuster base allows mud, dirt and debris to fall through
open grid system and back onto the ground where
it belongs. Clean up takes less time and your

restrooms will look clean longer. www.satelliteindustries.com
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GLOBAL
SIX PACK
is BACK!

buy six unassembled Globals and
save on freight and unit costst

Open the door on a Global and what
do you see? A clean floor for one. It's
why the Dirtbuster base is the ideal
floor for construction sites. Another
unique feature of a Global is that the
shelf, paper holder, urinal and vent
pipe are the same color as the walls
for a nice, uniform look.

Str ong Hover Handle Until you take a closer look, you will
; never sea the unique features of a

HEEW DUI}" HIHQ'E Global. Take the time to call or visit

3 Roll P aper Guard www_satelliteindustries for more info.

Large Logo Area O
Choice of Corner Moldings Salell ILD
Corner Shelf 800-328-3332
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THE PRO: A-1 Evans Septic Tank Service
|| THEJOB: Souris River Flood
LOCATION: Minot, N.D.

By Betty Dageforde

Technician Brenton Berdahl pumps a bank of
restrooms in flood-ravaged Minot, N.D. His truck
carries a slide-in vacuum unit from Imperial
Industries Inc. (Photos by Carter Matson)

WHEN THE FLOODWATERS OF THE SOURIS RIVER OVERTOOK THIS NORTH DAKOTA CITY,
A-1 EVANS SEPTIC TANK SERVICE JUMPED IN TO PROVIDE NEEDED SANITATION RELIEF

THE TEAM

Sandon Varty, owner of A-1 Evans Septic
Tank Service in Minot, N.D., works with a full-
time staff of eight. When needed, he brings in
a couple of his neighbors — farmers and ranch-
ers—to help out. The company also does septic
work, and everyone is cross-trained, including
office manager Sheila Moffatt. Varty’s cousin,
Carson Varty, oversees the portable sanitation
crew. Their shop and yard are in an industrial
park, and a site is being readied for new offices
as they’ve outgrown their home office.

COMPANY HISTORY

In 2000 Varty and his brother, Vegas,
bought an existing septic/portable restroom
company. The business grew and over the last
four years they started bringing on employees.
Three years ago, Varty bought out his brother,
and in June 2011 took on a new partner, Marty
Wahus, who got a baptism by fire coming on-
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board when the Souris River flooded.

Today half the company’s business is por-
table restrooms. They carry more than 500
units, with 200 more expected by the end of
the busy season. Their service territory ex-
tends to a 250-mile radius of Minot.

MAKING CONNECTIONS

Varty was contacted in early June as the
river started to rise. The call came from the
National Guard, which had worked with the
company in the past for training exercises. It
turned out to be a false alarm, but as a pre-
emptive move Varty quickly bought a semi
load of Satellite Industries Inc. units. The com-
pany was just getting into the busy part of its
season when the flood came a few weeks later.
Varty quickly changed direction from provid-
ing units for special events, construction and
oilfield work to ensuring the city had sufficient
basic sanitation.

Portable Restroom Operator

THE MAIN EVENT

The Souris River flows south from Sas-
katchewan, Canada, into North Dakota, then
runs back into Canada. That southerly dip has
occasionally caused havoc for North Dakotans
along the river, most recently this June, when
dams, dikes and reservoirs could not hold the
water back after heavy rainfall added to spring
snowmelt.

On Tuesday, June 21, over a quarter of the
41,000 residents of Minot were told to evacu-
ate, most for a second time in a month. De-
spite heroic efforts to protect property, as the
week unfolded, residents watched helplessly
as the river slowly took over. By Thursday a
major north-south artery in town was inun-
dated and closed. Friday, the 1881 high-water
record was broken. Sunday the water crested.

It was another week before the river re-
ceded enough for the first residents to return
to their homes and survey damage. By the

(continued)



THE SLIDE IN WAREHOUSE

STYLES

LOCATIONS

IMMEDIATE ‘Coast-To-Coast’ DELIVERY

P
450 Gallon ‘Tank In A Tank’
Offers improved weight distribution!

New Design! ‘TANK IN A TANK’

435 Gallon Rear Engine

Available from 300 to 1,000 Gallon Gapacities

4-‘;'_____.'-!>*

435 Gallon “SpaceSaver”

www. Slideinwarehouse .com

Call To Get Our Price...BEFORE You Buy!

FIREE DELIVERY
..PSAI Show

Portable Sanitation Association International
SAN ANTONIO, TX - Nov. 1 through Nov. 5

NVE 866 MAX PAX vacuum,
heated valves.

Tri Axle
450 H.P. Detroit
Manual transmission

2200 Gallon Alumin

2011 Ford 750XLT

990,120

FINANCING DELIVERY

CUSTOM BUILDS
Additional Tanks & Chassis
IN STOCK!

Toll-Free:

866-7/83-3440

Denver, CO - Bellefonte, PA
Kansas City, MO

www.keevac.com
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Above and inset, technician Carson
Varty delivers a Five Peaks Technology
restroom to a flood viéj‘Es house.

HITTING CLOSE
TO HOME

A-1 Evans was not
in a section of town under
mandatory evacuation or-
ders but Varty felt it would
be prudent to move his as-
sets to a safer location. A
local construction compa-
ny allowed him to store his
equipment in their yard.

=
e e

middle of July, residents in the lowest part of
the valley still hadn’t been allowed back. The
mayor forecast that as many as 800 of the 4,100
affected structures would have to be rebuilt.

Returning residents found basements
flooded and drywall, carpets, appliances and
personal belongings damaged beyond repair
—along with muck, mold and stench. The citi-
zens of Minot pitched in wherever they could.
Many rented out spare rooms, garages and
RVs. The National Guard, the Red Cross and
Federal Emergency Management Agency also
were there to help.

Parts of the city’s water and sewer infra-
structure collapsed, creating a huge need for
portable sanitation.
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“It was the busiest

time in our history but

we felt we had to do it to ensure we'd be able

to continue doing business as usual,” Varty

explains. “For us it was inconvenient at most

compared to what other people had to go

through.”

Although the flood did not damage his

property, he was unable to access it for more
than a week because of impassable roads.

THE JOB

In addition to providing portable rest-
rooms, the company was engaged in pumping
out the RV trailers evacuees were living in. And
as the recovery work began they were involved
in the cleanup effort, pumping out basements
— a process that must be done slowly to avoid

Portable Restroom Operator

“WE MIGHT FIND (LOST RESTROOMS)

SOMEWHERE, AND THEY MAY BE
WORTH SAVING, BUT WE WERE IN A
‘SAVE LIFE, DON’T WORRY ABOUT
PROPERTY’ SITUATION.”

Sandon Varty

structural collapse. Besides river water, base-
ments were filled with sewage. Residents had
been advised to plug their sewer drains, but
many of those plugs failed due to enormous
pressure built up in the system.

BY THE NUMBERS

By the first week in July, A-1 Evans placed
more than 250 units related to the flood. Most
were aqua Satellite Industries Tufways, with a
few Aspens from Five Peaks Technology. Four
Satellite Industries wheelchair-accessible Lib-
erty units were provided for the FEMA regis-
tration site, an assisted living facility (as a pre-
caution) and at the hospital.

The company also supplied 15 Satellite
hand-wash stations to FEMA and the national
service companies that started arriving in
town for the cleanup work.

The company also utilizes about 20 insu-
lated trailers its workers build, starting with
American Hauler trailers from Prairie Truck &
Equipment in Minot, and adding toilet/hold-
ing tank units and corner sinks from Satellite.

LET’S ROLL

A-1 Evans began deploying units as soon
as the flood hit. They were delivered to numer-
ous locations using 8-, 10- and 12-unit trailers

(continued)



Custom Built Slide In Units
Call us today! 1-800-288-2378
We offer a full line of Toilet and Septic Trucks

1100/200/100 gallon Stainless
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built by Varty’s crew. The National Guard used
75 units for 500 troops. FEMA set some up at
its evacuation centers. A commercial landlord
ordered 50 for the shopping center, apartment
buildings and business plazas it manages. The
hospital requested about 20 for its clinics and
offices. Individuals and businesses needed
units due to the failure of parts of the city’s
sewage treatment system, affecting even those
who weren't evacuated.

As the water started to withdraw, the city
ordered restrooms to be placed strategically
in neighborhoods for residents who began
cleanup work.

A-1 Evans uses a software program it cre-
ated to track units and routes. By early July,
seven units were unaccounted for — not sur-
prising considering the devastation. “We might
find them somewhere,” Varty says, “and they
may be worth saving, but we were in a ‘save life,

“A LOT WAS ASKED OF THE
EMPLOYEES AND THEY ALL
STEPPED UP AND DID WHAT THEY
WERE ASKED TO DO. IT WAS QUITE
A CHALLENGE WHEN THE FLOOD
CAME, BUT WHEN EVERYBODY DID
THEIR PART, IT WENT AS SMOOTH

AS IT COULD HAVE.”
Sandon Varty

The A-1 Evans team includes (left to right)
Sandon “Dude” Varty, Sheila Moffatt, Carson
Varty, Chase Peterson and Marty Wahus.

don’t worry about property’
situation.”

KEEPIN’ IT CLEAN
Units in high traffic ar-
eas were cleaned daily, oth-
ers every day or two. All the
company’s vehicles were
used to handle the load -
a 2009 Chevy 3500 with a
400-gallon waste/200-gal-
lon freshwater aluminum
Brenner Tank LLC tank
and Masport pump; a 2007
Dodge 3500 with a 500-gal-
lon steel tank for waste and
a 400-gallon aluminum tank for freshwater
from Central Machining & Pump Repair in Mi-
not with a Masport pump; a 2006 Chevy 2500
with a 250-gallon waste/150-gallon freshwa-
ter Imperial Industries Inc. slide-in steel tank
with a Jurop pump; and a 2006 Ford F 350 with
a 250-gallon waste/150-gallon freshwater
steel tank custom built by a friend of Varty’s.
Access to units was often difficult as roads
were flooded. “One day it took us three hours
to go 10 miles,” Varty recalls. But through trial
and error they quickly figured out the most
accessible routes. With 12 of the community’s
27 lift stations down, normal disposal of waste
was not possible. “With the city’s permission,
and due to the dire straits, we've been dump-
ing directly into the lagoons at the sewage
treatment facility,” Varty says.

A-1 Evans builds these insulated single-unit restroom trailers, starting with
the enclosed American Hauler trailer and adding a Satellite Industries toilet/
holding tank and corner hand-wash sink.

NO END IN SIGHT

The crews at A-1 Evans worked seven days
aweek, 14 tol6 hours a day, all hands on deck.
“A lot was asked of the employees and they all
stepped up and did what they were asked to
do,” Varty says. “It was quite a challenge when
the flood came, but when everybody did their
part, it went as smooth as it could have.”

The work will continue indefinitely as res-
idents clean out, restore, and rebuild homes
and schools, and as the city repairs streets and
water lines. “I fully expect a year to two years
of flood-related work,” Varty says. B

MORE INFO

Brenner Tank LLC
800/558-9750
www.brennertank.com

Chandler Equipment Inc.
(Jurop)

800/342-0887
www.chandlerequipment.com

Five Peaks Technology
866/293-1502
www.fivepeaks.net

(See ad page 11)

Imperial Industries
800/558-2945
www.imperialind.com
(See ad page 37)

Masport Inc.
800/228-4510
WWw.masportpump.com

Satellite Industries Inc.
800/883-1123
www.satelliteindustries.com
(See ad pages 20-21)



Sutorbilt Model 4MP RIV Brass Valves Masport Model HXL4V

An honest price, excellent service and
premium fools are signs of a profession-
al. On these things, successful businesses
tolerate “NO COMPROMISE”.

Only the business owner can control the
price and quality of his service, but, when
it comes to the tools, Armstrong
Equipment, Inc. can help. We are proud
to offer the best quality pumps and com-
ponents available. Sutorbilt and Masport
are two of the most recognized and
respected names in the industry. Couple
them with Shurflo, Burks, Pumptec,
Reelcraft, RIV and Plastiflex and you have
all the tools needed to assure a smoothly
operating service truck.

Reelcraft 7850

Plastiflex Hi-Vac
.-_f"f"h

Burks DC10, Shurflo 2088, Pumptec 356

ARMSTRONG _800-699-7557

11200 Greenstone Ave. © Santa Fe Springs, CA 90670

E{l (TMTPMENT 562-943-0404 « Fax: 562-944-3636

www.vacpump.com
Hablamos Espariol
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Getyour own key different  Can be keyed to Keyed Different
Five colors to match your color schemes. from your competitor. your 5253 key code. Master Key

Perfect for portable toilets.
& -~ V
- Great for containers

and dumpsters.

/\ LockBmERICA:

The Dalialbive Werd s Locks

800 422-2866
951277-5180 - FAX 951 277-5170

9168 Stellar Court - Corona, CA 92883
sales@laigroup.com - www.LAlgroup.com

et your own combination!

* Lack of Service Tags
* Sarvice Records

* Fence Signs

* Die-Cut Decals

= Custom Decal
Designs

* Signs & Safety
Products

-
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» . q&.-—-l—"#z-—';"'“'_:-"___-.::—_l:-" .;
! www.sanitationgraphicsonline.com
' Sermerifch

B00.029.3021 SRR

Software
- =4
7 Church Road, Hatfield, PA 19440
Phone: 800.422.1844
Fax: 888.883.9380
Visit our website: www.libertyfg.com

Call Michael DeGroat (ext 12)

Commercial Equipment Financing Call 800-422-1844
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Customers For Life

HERE’S A PROVEN APPROACH TO BUILDING A SERVICE PROGRAM
THAT WINS CUSTOMERS’ LOYALTY AND KEEPS THEM COMING BACK

By Donald MacDonald

ago: They thought they were in the railroad business — when really
they were in the transportation business. What business is your
company in?

The truth is that, no matter what kind of work your company does,
you're in the service business. To recognize that is to take the first
step toward superior customer service — the kind that will bring you
customers for life.

We're all experts in customer service because we are all customers.
We've bought cars, had haircuts, stopped at restaurants and hired
plumbers. We know the difference between companies that treat us
right and companies that don’'t. We need to apply that knowledge to our
own service businesses.

An old story says there’s a simple reason the railroads failed years

KNOWING THE SECRET

What’s the value of a customer? Or, more to the point, what’s the
value of a customer for life? My brother-in-law, an electrician, began
working for a major store chain in its formative years. Forty years later,
that chain is still his customer. His firm has wired their stores all over the
country. His son is now taking over the account. Just imagine what that
one customer has been worth.

There’s a secret to providing service that creates customers for life:
Treat customers as if they were friends. Customers are just like anyone
else. They appreciate a friendly voice on the phone, a warm handshake,
someone who calls them by name and makes them feel important.

Friendship is nothing more than somebody giving and somebody
taking. As long as that equation is balanced, you're friends for life. But
the minute you start taking more than you're giving, the friendship will
soon be over. Here are some keys to building those valuable, lasting
business friendships.

Start from the inside. Quality customer service depends on your
employees: They won't respect your customers unless you respect them.
One way to show respect (not the only way) is to pay employees wages
and benefits that reflect their value. Well paid employees will have good
feelings for your company, and those feelings will translate to their
relationships with customers.

Remember these words of wisdom from German inventor and
industrialist Robert Bosch: “I don’t pay good wages because I make a lot
of money. I make a lot of money because I pay good wages.”

Keep your game face on. If you want your employees to be
motivated, you have to be motivated yourself. Have you ever watched
two people warming up to play tennis, then observed how the intensity
changes when they start playing the match for real and keep score?
What happens in your company? Do you spend all day just warming up

ALL CUSTOMERS WANT AND EXPECT IS SUPERIOR
SERVICE. IT IS IMPORTANT THAT WE GIVE IT TO THEM.
OTHERWISE, OUR COMPETITORS WILL.

and hitting balls back and forth? Or do you keep score and play for real?

Start by acting as if your company provides the world’s greatest
service — because unless you believe it, it’s not going to happen. Are you
excited about the work your team produces? Show your excitement.
Your employees will know your attitude just by the way you show up for
work, walk into a room or speak on the phone.

Another way to show you're playing for real is to measure and
reward performance. Measurement motivates people. Establish clear
measurements and tie them to rewards. It's a business axiom that
what gets rewarded gets repeated. You cannot manage if you are not
measuring.

Learn to listen. Customers buy
good feelings and solutions to their
problems. Above all, they want to
know that the person dealing with
them is listening. The better you
know the customer, the better you
can respond to their needs.

Let the customer
Don't assume you know what
the customer wants. Resist the
temptation to jump in with an
answer. Concentrate on what the
customer is really saying. The
tone of voice and body language
will tell you a great deal about
how the person feels. Find out the
customer’s needs by asking the
five basic questions: Who? What?
When? Where? Why? When talking
to the customer, refer to them by
name.

Take the word “No” out of your
vocabulary. Customers hate to
hear the word “No.” Of course, you
can't give customers everything
they want, but talk in terms of what
you can do, not what you can’t do.
Appreciate the power of “Yes.

When Things
Go Wrong

No company is perfect;
many jobs have pitfalls. The best
talk. contractors will make mistakes.
When things do go wrong,
customers will forgive you if you
recover well.

Don’'t make excuses or
look for someone to blame. The
customer only wants the problem
fixed. He wants to feel better after

having dealt with you or anyone
on your team. When bad things
happen, remember:

Sincere apology.
Emergency response.
Respect the customer.
Volunteer a solution.

Improve procedures.
Customer wins.
Encourage feedback.

— Donald MacDonald
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Remember that the customer may not always be right — but that the
customer must always win.

Give customers more than they expect when they call. Think of what
you can give that the customer can't get anywhere else. One example:
Clean up thoroughly after you finish the job. Many service providers
don’t do that. If you do, the customer’s perception of quality in your work
will be elevated.

Mind the little things. It's not just the big, successful job or the
lower-than-expected price that makes loyal customers. People notice
the small personal touches — because most companies don’t bother with
them. Commit to doing the little things that make the big things happen.

Send thank-you notes after you finish a job. Meet a good customer
for lunch or coffee. Remember birthdays, anniversaries and other
special events. If your customer is a business owner, surprise them with
a referral to a prospective client. Actions like these are the essence of a
long-term relationship.

Encourage feedback. That means for good or ill. The unhappy
customer who complains can be your best friend. Most people, if
dissatisfied, will simply choose another company next time. Those who
tell you theyre unhappy are giving you a chance to redeem yourself. In
the end, they may remember you more for the way you handled their
complaint than for the mistake you made.

What's more, complaints can tip you off to things about your
business that need to be corrected — so you can prevent dissatisfaction
in the future.

Make a plan. Long-term customers don’t appear by magic. They are
built through sustained effort. Take a look at your organization through
the eyes of a customer. Check the cleanliness of your vehicles and your
employees’ uniforms. Listen to the way the office people answer the
phones and converse with customers. Take what you learn and create an
action plan for keeping customers for life. Your plan might include:

e Hiring people who have a service attitude.

e Making every decision with the customer in mind.

* Empowering your employees to do the right thing for customers.

e Continuously reviewing your performance and asking how you
can do better.

e Making customer service an agenda item at every team meeting.

e Making sure employees are well trained before they interact
with customers.

When all else fails, remember the Golden Rule: Do unto others as
you would have them do unto you. That’s the ultimate secret to building
customers for life.

Donald MacDonald is founder and president of A Corp/Rooter-man,
a franchiser of drain cleaning and plumbing services based in Billerica,
Mass.

Come In We're

OPEN

wwwpromonthly.com

TRAILER SALES

enough to
tow with
asmall _#8
truck:

Speclals On :
o Steel Studs and

Loaded 2-Station 300 gallon waste tank fully welded design
- 2 130 Fresh water tank e 3year warranty
. with Pump ® 24/1 tech support
Hot Water ¢ Free nationwide
AC and Heat rental lead program

12° 2-Station Combo
20’ 6-Station

w/AC & Heat - 450 gal
W/AC & Heat - 600 gal waste yaste Includes Showers

See our
E website for

P e more layouts
" 7-Station :
w/AC & Heat - 750 gal waste and options.

14’ 3-Station Combo
w/AC & Heat -
450 gal waste

8 2-Station
w/A/C & Heat 300 gal waste

CALL FOR MORE INFO AND ADDITIONAL OPTIONS

p: 877.382.2935 ¢ EmaIL: INFO@COHSI.COM * www.COHSI.COM

All Of OQur Custom Manufactured Products Are
Quality Engineered For Long Term Outdoor Durability.

WE OFFER DECALS WITH
HI-TAC ADHESIVE,
PERMANENT ACRYLIC ADHESIVE,
REMOVABLE ADHESIVE AND
ALUMINUM SIGNS FOR USE ON:
PORTABLE TOILETS, EQUIPMENT
ROLL-OFFS AND VEHICLES

CONTACT US AND WE WILL SEND YOU

FREE[SAMPLES'

OF EACH MATERIAL!

Call (800) 903-3385 or FAX (800) 556-5576
www.jcgury.com
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TRUCK CORNER
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for 40 years. Send questions for Carlson to truc

Bob Carlson is owner of Glendale Welding in Glendale, Ariz.
His company has been building and repairing Igaortable sanitation trucks
corner@promonthly.com.

The Mystery of the Lost Vacuum

REPEATED FAILURE OF A NEW PUMP SYSTEM HAS WRITER STUMPED.
SO HE PULLS INTO THE TRUCK CORNER FOR HELP.

By Bob Carlson

QUESTION:

We had a mechanic put a new pump on our vacuum truck. It ran
for a few hours and then the check valve inside the pump broke. We
took it back and he reported it was most likely a faulty pump part. So
he replaced the check valve and we went back to work. It wasn’t long
afterward that exactly the same thing happened and the part broke. We
started to doubt the mechanic’s ability. What do you think is going on
here?

Richard Riley
Lake Havasu City, Ariz.

ANSWER:

When these kinds of problems occur, it is because the rpms on the
pump are set too high or too low; more often than not, too high. The
check valve is a protective device inside the pump to hold the vacuum
once the pump is turned off. When the check valve breaks, it is allowed to
spin and the vacuum is released rendering the pump useless.

TWO WEEKS LATER
QUESTION:

We had the mechanic double-check his rpms on the pump and it
was running “hot” as he said. He reduced the rpms and installed a new
check valve. All appeared to be well, but upon using the truck again,
we had more problems. Whenever we stopped running the PTO, which
operated the pump, we could hear a noise and the amount of vacuum
was slowly dropping without any valves for suction or elsewhere being
open. Normally, our mechanic is pretty good, but this last month he’s
been on a roll. What do you think?

ANSWER:

If you have solved the check valve problem, there are two remaining
places where the vacuum could be leaking. One is the vacuum relief
valve. If it is stuck in the open position, you will not retain vacuum for
long. So check if your vacuum relief valve is fully operational and doing
what it is supposed to do. It should only be opening when the vacuum in
your tank has reached a preset level (we usually recommend around 20
to 22 inches of mercury).

If your vacuum relief valve is operating properly, we must look at
your mechanic’s work. To replace the check valve, he had to remove at
least one of the pump’s end plates. When replacing the end plate, he
had to again seal the end plate(s) with the gasket. A gasket that has been

YOU SHOULDN’T HAVE TO GET INSIDE YOUR PUMP
OFTEN, BUT THESE SIMPLE CHECKS CAN SAVE YOU
TIME, MONEY AND FRUSTRATION. THE VACUUM PUMP
IS THE HEART OF YOUR TRUCK; TAKE CARE OF IT.

damaged or isn’t sealing properly will allow vacuum leaks.

Whenever you open a pump to check interior parts, always check
the condition of the end plate gaskets. Over time, they can deteriorate
and lose their shape. When this happens, they are not going to provide
the proper seal to efficiently operate your pump.

It makes sense to have extra gaskets on hand, as well as a rebuild
kit. It is relatively easy to maintain your own pump. The basic rebuild kit
consists of a set of vanes, bearings and gaskets. Each kit is specifically
designed for the pump, so make sure you order the appropriate kit.

PUMP CHECKLIST

Whenever opening a pump, check the condition of the following:

¢ The rotor. This is the main shaft holding the vanes. It is held
in place by the bearings. If you wait too long to change your
bearings, the ends of the shaft can slowly wear down.

e The vanes. Over time, these also will wear down and create less
vacuum.

e The bearings. You'll recognize the sound of your pump changing
slightly when the bearings begin to go.

e The gaskets. Check for warping or losing their shape in any
other way.

e The interior of the pump. Visually inspect the cleanliness and
the condition of the cylinder where the vanes rotate. This area
should be free of debris and if it has received the proper oiling
every day, should show little wear. Any discoloration is a sign of
possible trouble. Any debris within the cylinder indicates that
something is happening between the primary and secondary.
Perhaps the secondary hasn’t been emptied before operating the
pump each day.

THE HEART OF YOUR TRUCK

You shouldn’t have to get inside your pump often, but these simple
checks can save you time, money and frustration. The vacuum pump is
the heart of your truck; take care of it. B
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R.A. Ross N.E.

INC.
10280 Brecksville Rd. - Brecksville, OH 44141
ToLL FReE 1.800.678.4581 pHone 440.546.1190 rax 440.546.1188
eMAlL RAROSSNE@RAROSSNE.COM wes siTe WWW.RAROSSNE.COM

INDUSTRIAL & TRUCKING BLOWERS * VACUUM PUMPS e SALES, SERVICE & INSTALLATION

We have a FULL SERVICE REPAIR SHOP capable of servicing and repairing a wide variety of differ-
ent makes and models of blowers and vacuum pumps from all your top manufacturers including:
Tuthill/MD e Roots e Hibon And Screw Style Blowers
Fruitland » Moro ® Masport  NVE Challenger ¢ Jurop * Battioni ¢ Presvac
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® SNt gulkn®

" 2@
@slem’
2= NVE FRUITLAND %€ &

Vacuum Pumps e Components ® PTO’s  Hydraulics ® Valves ¢ Manways
Gear Boxes ® Mufflers e Silencers e Gauges ® Camlocks ¢ Hose

September 2011
‘www.promonthly.com

A-1:Evans scrambles to help
North Dakota flood victims

TRI STATE TANK

www.TriStateTank.com

450 Gallon Capacity

Skid Mounted Aluminum Slide In

Electric Start 4.8 HP Honda
Conde Super 6 Vacuum pump
w/ 4-way valve
30’ x 2” Tiger Tail inlet hose
12 Volt washdown w/50’ hose
3” Discharge * 12 Volt battery

Factory Direct Pricing... $7 995

Ask about our Freight Allowance.

1500 Gallon Aluminum Restroom Tank S
Standard pumping system
Dual service
New! 2012 Ford 550
Automatic transmission

$73,600

Contact Phil Hodes 888-281-9965
T
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Portable Restroom Delivery

TRAILERS

XIe, L

Looking for

Affordable Paper?

Producing quality paper since 1986.

Specializing in the Portable Toilet Industry.

* Small Core ¢ 96 Roll

* 1500 Sheet « Hand Towels
» 100% Recycled Paper
» Competitive Pricing
» Septic Safe

6 Hauler...... $2760.00 (121

8 Hauler._.. $3300.00 (16ft)

$3850.00 (20t)

12 Hauler...... $4200.00 (24ft)

14 Hauler...... $4525.00 (28f)
16 Hauler ... $5200.00

» Quantity Discounts
» Can ship 1 Case
or Truck Load

Manufacturers of most of our own
products. Other products available,
Please give us a call.

(o @wm’fmry

20 Hauler...... $6700.00 (40ff)
Custom Lengths Also Availabie!

Made In The USA
- - Fax: 570-836-5897 |
Email: rick@centurypaper.com
WWW. com

Web S.ite: centuryvpaper‘.com 1'866'161'2131

Paper & Chemicals

Sell your
equipment in
PRO classifieds

Reach over 9,000 potential buyers each month when Whv wait?

you list your equipment in the classified section. C
0 to

Plus, your listing is placed automatically online at promonthly.com/classifieds/place ad

the PRO website. That’s two ways to move your E
Scan the
code
equipment out of the parking lot! E withyour

smartphone.

32  September2011  Portable Restroom Operator



ARE YOU COVERED?

Don't lose your business and life earnings to spotty insurance coverage

The maijority of insurance
brokers don’t know your
business as well as we do.

o
LA
With an estimated 26 million septic
systems serving U.S. residences, there’'s
a considerable amount of work in the
pipeline for septic contractors. However,
until now, septic contractors haven’t had
an all-lines insurance solution that would
cover all of their business exposure from
design and installation to the rental of
portable toilets.

To address this need, Sanitation Insurance
Services specializes in offering a compre-
hensive insurance program specifically for
septic contractors and portable restroom
operators. While some policies provide
coverage for pumping or portable toilet
rental, our program addresses design,
installation, inspection, service and repair,
vandalism as well as pumping and
portable toilet rental.

You need an insurance program that

addresses the specific exposures you face,
such as errors and omissions (E&O) cover-

age for the various services you provide. 77 877 ] 555
- -

WE HAVE YOU COVERED. www.Sanitationins.com
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Featured in an article?

Make the
most of It!

REPRINTS
AVAILABLE

We offer:
Hard copy color reprints
Electronic reprints

Visit promonthly.com/order/reprints
for articles and pricing




A.S.ML.E. Certified / D.O.T. Approved
UL-142 Listed

Camplete
Package

promonthly com

onsiteinstaller.com
pumper.com
cleaner.com
mswmag.com
gomcmag.com
tpomag.com
pumpershow.com
pumpertrader.com
septicyellowpages.com
sewerpages.com

N

g i

COLE Publishing
1.800.257.7222
715.546.3346
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Mid-State Tank Co., Inc.
P.O. Box 317
Sullivan, IL 61951
Telephone: 800-722-8384

Fax: 217-728-8384

Mid-State Tank manufactures dependable
stainless steel and aluminum pressure /
vacuum tanks for the septic and portable
trucks. Semi trailers are a recent addition
to our fine line of tank models.

Contact:
Don or Gene for a quote or check on

stock tanks

Training & Events!

SAVE THE
. DATES!

COWA-NAWT NAWT-ADEQ

SEPTAGE TREATMENTWORKSHOP  INSPECTOR TRAINING CERTIFICATION

0CT.6-7,2011  OCT. 11-12, 2011

JACKSON, CA MARICOPA COUNTY, AZ

September 22-23 - Citrus Heights, CA
November 1-2, 2011 - Mill Valley, CA

FOR REGISTRATION DETAILS PLEASE VISIT WWW.NAWT.ORG

WATCH THE NAWT WEBSITE AND INDUSTRY MAGAZINES FOR UPDATES
WWW.NAWT.ORG

FOR MORE INFORMATION PLEASE CALL 800-236-6298
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CLASSIFIED apvertising

BUSINESSES

Restroom Trailer Rental Company for sale in
Upstate South Carolina. Established in 2004.
Asking $29,000. Call 864-787-6989.  (T11)

FOR SALE: Well established portable rest-
room business located in Central Massachu-
setts. The business boasts a long time and
loyal client base with approximately 65-75%
of our units out on rental at this time. All equip-
ment has been meticulously maintained by
our on site mechanic and includes 7 pumpetr/
service trucks, 2, 9000 gallon pumpers,1000+
portable restrooms including, handicap, de-
luxe, and trailered VIP units, as well as hand
washing stations, urinals, and trailers. Seri-
ous inquiries only. Email Juan@acc-const.
com for further details. (P11)

BUSINESS OPPORTUNITIES

Attention PolyJohn Owners: Receive a
free CD-Rom of our products to use in your
company marketing efforts. Ask your Poly-
John business coach in your area to send you
this material today. 1-800-292-1305 Kell.
(PBM)

COMPUTER SOFTWARE

SOFTWARE FOR YOUR INDUSTRY! Easy to
use; Affordable; Powerful. Online demos or
call for guided tour. 30-YEAR ANNIVERSARY
SPECIALS! THIS MONTH: 30% OFF Credit
Card Processing Package when licens-
ing related Summit Profit Builder™
software. Reg. $700 ... Now $490. Expires
9/30/2011. Ritam Technologies, LP. 800-662-
8471 or 208-629-4462 - www.ritam.com.
(T09)

DRAIN/SEWER CLEANING
EQUIPMENT

Rebuilt open channel Muffin Monster Model:
30005-0008, Flow rate: 335 GPM, 3HP motor,
208y, 3 phase. Includes NEW Muffin Monster
controller Model: PC2200, 208v, 3 phase.
$4,500. Call or email Michelle for more infor-
mation.  michellem @diamondprovides.com
760-290-3370 CA. (T09)

PORTABLE RESTROOMS

Toilets and handwash stations for sale. Used
less than 6 months. Some never used. $300
for used. 228-343-2001 MS. (T09)

60 aqua PolyJohn toilets, used very little,
$300 each. 20 gray Sebach toilets, like new,
$250 each. Call 208-550-1130 ID.  (P09)

Up to 400 used teal Satellite units in excel-

lent condition in Central Florida. $200 each.

Minimum purchase 50 units. 352-860-0195.
(PBM)

PORTABLE RESTROOMS

52 Olympic fiberglass toilets, 4 handicap, 4
new Tuff-Jons, 5 Tuff-Jon double wash sta-
tions, 3 Olympic double wash stations, 1 drum
Walex mulberry. All for $7,500. 270-799-1931.
Greg. KY. (P09)

FOR SALE: Construction condition $75-$150;
Special Event Units $150-$225; Half Units
$300-$375; Handicaps; Handwash Stations
$250. All PolyPortables, PolyJohns, Five-
Peaks, Satellites MUST GO! Contact Manuel
305-970-9837 or email proequip1@yahoo.
com. (P09)

Portajohns for sale, brand is PolyPortables.
Located in northeast Georgia. $200 each.
Also Ford F350 truck and pumping setup
available. Ask for Mr. Hanz: 706-994-8870 or
706-994-7075. (P09)

Construction units for sale. Satellite, Poly-
John, Five Peaks. Delivery possible in North-
east. $125 to $175. Units located in Wells,
ME. 207-646-2180. (P09)

PORTABLE RESTROOM
TRAILERS

For Sale: 2008 24-unit trailer, WEE Engi-
neer 2 and 4 unit NuConcept (VIP) trail-
ers w/portable. See link for video of trailer
and VIP portables: http://www.youtube.
com/watch?v=0MLrimUp6J4. Email: joe@
wepumpit.com; Joe: 818-355-0253.  (P09)

3 Decons. McKee portable toilet transport
trailers, 3-12 pack; 2-6 pack. American En-
gineering 828 Tonto and 814 Royale. 2001
ASCI 16’ Presidential. 315-437-1291. (P09)

New and used RESTROOM TRAILERS avail-
able immediately. 8 to 34 foot luxury trailers.
Comforts of Home Services Inc. 877-382-
2935. (PBM)

PORTABLE RESTROOM TRUCKS

Pre-owned 325 US gallon vacuum tank with
two (2) 75 gallon poly water tanks mounted
on a 2007 FML Fabforn Trailer model FMI12-
10K Workmate. (Stock #0477) www.Vacu
umSalesinc.com, (888) VAC-UNIT (822-
8648). (PBM)

2009 Dodge Truck: Aluminum tank,
1000 waste/400 fresh, 58,000 miles.

270-832-3793 KY P09

B

ARKETPLACE ADVERTISING

THETOTAL PACKAGE
Portable Service Units
Slide In Units
Portable Toilets
Fortable Wash Sinks
Hand Sanitizer Stands
Sale-T-Fresh Chemicals
GIVE US A CALL TODAY

Transporters Stations Trailers

We Have Your Slzg.r. =

Explorer improves
transport safety by
directly clamping each
toilet skid to the
specially designed
carrier slats on the
trailer bed. Flexibility
for the many styles of
portable toilet skids
used today.

A5 Now
Available!

Hot Dip Galvanized
Frame and Wheels

Manufactured By: McKee Technologies
explorertrailers.com
1-866-457-5425

1100 Gallon Vartical Tank
5% OFF Sale Price!
smer code: PRO 11

Hoed Help? Call 1.800.4KY. TANK
kentuckytank.com

EASILY MOVE RES'I'ROOMS

with
Super Mongo Mover®

a_ Patented
= v ]

¥v Aluminum
. Frame

v Ships UPS
v Carry ADA's

v Easily
Rides
on Your
Truck

v Balances when tipped back

Available with 2, 4, 6 or even
8 wheels and your choice of
air or solid foam tires.

www.dealassoc.com

Dra e inc §66.599.3325

CALL 1-800-994-7990
to advertise in PRO Marketplace

PORTABLE RESTROOM TRUCKS

2003 GMC 6500, automatic transmission,
10007400 Lely tank, 215,000 miles, Cat 3216
engine, NVE pump, truck is working daily.
$32,500. Call 254-791-0303 TX. (P09)

(2) 2007 Peterbilts, Series 330, cab/chassis,
Cat C7 engine, 210 HP, Allison trans., never
used (55 miles on both). List $63,000. Will sell
for $43,000 firm. John or Keith 407-647-2002.
Cent. FL. (P10)

promonthly.com

PORTABLE RESTROOM TRUCKS

FOR SALE: Aluminum portable toilet tank-
ers: ‘03 International, $27K; ‘04 International,
$29K. Contact Manuel 305-970-9837 or email
malonso @ port-o-tech.com. (P09)

2007 Isuzu NPR, Cresent flat tank truck, 550
waste/250 fresh, 2 work stations, hydraulic
lift gate, can haul 6 toilets, 37,000 miles. Like
new. $39,995. 270-799-1931 Greg, Bowling
Green, Ky. (P09)
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Get the tools you need to start building a loyal fan base!

Great deals on service equipment are waiting at polyjohn.com.
Good service is about more than just being able to deliver what you promised —
it's also about exceeding your customer’s expectations. PolyJohn’s long-lasting
250- and 300-Gallon Holding Tanks, Trailers, Mini-Flush Toilets and WaterWorks™
Portable Self-Contained Freshwater Delivery Systems will take your service to a
new level. Expand your ability to deliver top-notch service and start earning more!

P& P&

urereyou st s CANADA ReLYoN Rowyone! menico} [0 |0 POLYJOHN

www.polyjohncanada.ca www.polyjohn.co.uk www.polyjohn.com.br www.polyjohndemexico.com www.polyjohn.com there when yo
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THIS NOTE IS

R ALL POLYEOR =GAL TE

You'll earn 5 Blue Bucks for every $100 you spend on
Green Way Products’ deodorizers and cleaners — even

on special offers. That's five times more than you'll get i
from our competitors. (If you get anything at all.) That's in Blue Bucks

why, “Blue Bucks are Big Bucks". They mount up fast. with every purchase
of $100 in

* You can use them towards the purchase of ANY

PolyPortables product — not just a few. All toilets, Green war Pl:ﬂd“l:tﬁ
hand wash stations, even accessories and parts like SPEND like

mirrors and dispensers. CASH

* You can use them toward the purchase of ANY Green
Way products deodorizers and cleaners.

* You can even apply them to your existing account.
The choices are yours.

Blue Bucks. Bigger bucks, more options, less
restrictions.

POLYPORTABLES

Listening. Learning. Delivering. Since 1972

PORTABLE TOILETS « HANDWASH STATIONS « DEODORIZERS « CLEANERS « TRUCKS
99 Crafton Drive, Dahlonega, GA 30533 USA - Phone (800) 241-7951 or (706) 864-3776 - Fax (706) 864-8111 - www.polyportables.com

All Green Way Products' deodorizers, cleaners and air fresheners are high-performance products developed and manufactured in our facilities [Green WE“:I Products
in Dahlonega, Georgia specifically for portable restroom operators. They are all environmentally safe. by PolyPortables






