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Message from the President — Charlie Perkins

Calendar of Events
 May 5 - Meeting


5:00 - Board Meeting



6:00 - T-4 Training



7:30 - Dinner and General Meeting

 No Meetings in the Summer
 Aug 26—Golf Tournament

It seems that I just wished everyone a happy new year and talked
about all of our events and programs that we had planned for the
year ahead. Now we are about half
-way done our meetings for the
year as we come to our May meeting. Although we take a break
from our monthly meetings in the
Summer, the Board of Directors
will still be working hard to ensure
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Please be sure to attend the May
meeting as we have a great spon-

sor and training.
Hope to see you
there. And have
a safe and happy Summer!
For questions,
suggestions and
ideas, please contact me at:
301-937-6700
cperkbhac@hotmail.com

MWPHCC May Meeting Sponsored by Ferguson with Special Guest
Navien and Milwaukee Tools
We hope you will join us for our
meeting on May 5, 2016 sponsored
by Ferguson Enterprises. This is
our last meeting before we break
for the summer.

Inside this issue:

we have quality and engaging
programs and providing our members with the latest trainings, information and news in the industry. We would greatly appreciate
if members would let us know
what they would like to see in the
future so we can discuss at our
planning meeting this Summer.

Kevin Warco from Harry Eklof &
Associates. will be teaching a
class on the Proper Installation of
Tankless Water Heaters. Additionally Milwaukee Tools will have a
display table with the latest tools
available.
Then join us at 7:30 p.m. for our
general meeting and dinner provided by Ferguson.
In the US, Ferguson is the largest
distributor of residential and commercial plumbing supplies and
pipes, valves and fittings and one
of the largest distributors of HVAC
and Waterworks in the US. Fergu-

son has sales of $11.1 billion and
22,000 associates in almost 1,400
service centers located in all 50
states.
Navien is a leader in condensing
technology. They are one of the
fastest growing companies in the
home comfort sector in North
America, providing condensing
tankless gas water heaters and
condensing combi boilers.
Milwaukee Tools began in 1924
and has led the industry in both
durability and performance. With
an unwavering commitment to
the trades, Milwaukee continues
to lead with a focus on providing
innovative, trade-specific solutions. Whether it is through their
leadership in LITHIUM-ION
technology, as seen in the M12™,
M18™ & M28™ Systems, time-

saving accessories or innovative
hand tool products, Milwaukee is
dedicated to delivering a steady
stream of advanced solutions for
the trades that offer increased
productivity and unmatched durability.
Members from the Ferguson Hydronics Department will be in
attendance at the meeting. Please
come out and meet your Boiler
and Water Heater team. They
offer 24 hour a day service on
commercial water heaters and
boilers. They have a full stock on
several of your heating items and
have two associates trained on
Radiant Design.
Please call Carl Anderson at 301440-7519 for your Hydronics
needs and Water Heater replacements.

METROPOLITAN WASHINGTON ASSOCIATION OF PLUMBING-HEATING-COOLING CONTRACTORS
Founded in 1873
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EPA Proposes More Changes to Alternative Refrigerants
The Environmental Protection Agency (EPA)
has proposed another round of changes to the
approved list of refrigerants under the
"Significant New Alternative Policy" (SNAP)
program. As the year 2020 phaseout deadline
for R-22 approaches, industry should expect
more changes to debut on the list as the EPA
continues to consider environmental and human health impacts, as well as current
knowledge about available substitutes. An
EPA chart of proposed acceptable alternatives, with use conditions, includes proposed
effective dates for specific substitute products.
Of particular interest to PHCC members, the
EPA has proposed:





under the names: R-22a, 22a, Blue Sky
22a refrigerant, Coolant Express 22a,
DURACOOL-22a, EC-22, Ecofreeze EF22a, Envirosafe 22a, ES-22a, Frost 22a,
HC-22a, Maxi-Fridge, MX-22a, Oz-Chill
22a, Priority Cool, and RED TEK 22a.

to list Propane as an acceptable substitute
refrigerant (subject to specific use conditions) for very low temperature refrigeration equipment (new), as well as for new
water coolers and commercial ice machines. (Propane also would be exempted
from Section 608 venting requirements
under these use conditions.)



to ban Propylene, R-443A for residential
and light commercial AC and heat pumps
(new).

to ban all ASHRAE Flammability Class 3
Refrigerants for residential and light commercial AC and heat pumps – unitary split
AC systems and heat pumps (retrofit).
Note this ban would go into effect 30 days
after the rule is finalized and would include (but not be limited to) products sold

by Chuck White, VP Code & Tech



to ban Propylene, R-443A for centrifugal
chillers and positive displacement chillers
(new).



to ban Propylene, R-443A for cold storage
warehouses (new).

Risk Management Corner: That Pain in Your Wallet Might be Caused by
Insurance Fraud by Federated Insurance
Like the scene out of a movie, an “inside job”
unfolds: A jewelry store owner makes the
conscious decision to defraud his insurance
company. Initially, the owner’s actions look
legitimate: He submits a claim for a stolen
ring, and supplies an invoice for the ring to
his adjuster. His fatal error was substituting
the ring’s real invoice with one that was more
than $10,000 over the ring’s actual value.
What the owner failed to take into consideration was his insurance company’s determination to fight fraud. In claims for theft, the
insurance company verifies the reported value
of the stolen property. What they discovered
in this case resulted in felony insurance fraud
charges against the store owner.
Victimless Crime?
Many people see insurance fraud as a victimless crime. After all, who’s really getting
hurt—some big bucks insurance company
that won’t even notice a few thousand dollars
missing? Outwardly, it may seem impersonal.
But, when the multiple layers of the effects of

Page 2

fraud are peeled away, the real victim is revealed: you. Costs related to insurance fraud
are passed on to consumers through higher
premiums.
Insurance companies take fraud very seriously.
Employees are trained to prevent, detect, and
eliminate fraud to protect policyholders, the
public, and the company and its employees.
Proven anti-fraud tactics lay the groundwork
for a firm stance on eliminating fraud and prosecution of perpetrators.
Special Investigation Unit
Federated’s goal is to aggressively pursue individuals who have submitted fraudulent claims.
Our Special Investigation Unit (SIU) reviews
and investigates possible fraudulent claims
across the country, involving federal, state, and
local law enforcement and investigative agencies when necessary or required. It’s unfortunate fraud is a problem big enough to warrant a
department devoted strictly to it. But, with
education and action, the message that insurance fraud is a crime and will not be tolerated

may eventually put the SIU out of business.
Help Wanted
Fraud can be committed at any type of business
and comes in all shapes and sizes: arson, suspicious medical bills, a staged car accident or slip
and fall incident, padded invoices…the list,
unfortunately, goes on. The tactics are as varied as the perpetrators. There’s no one better to
stop fraud in its tracks than policyholders
themselves. To report suspected insurance
fraud of any kind, immediately contact your
state’s fraud bureau or the insurance company.
Depending on the type of fraud, you may also
contact the following:



National Insurance Crime Bureau – 1-800
-835-6422 (for suspected property/
casualty, auto, homeowners, liability, and
workers compensation fraud)



Medicare/Medicaid – 1-800-447-8477



Federal Crop Insurance – 1-800-424-9121



Medical providers – call your state’s medical board or chiropractic board
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Coaching and Mentoring: How to Build a Development
System in Your Company
Once you hire new employees, you start the
onboarding process for them. Previous articles
have established that effective onboarding involves introducing the new hires to your company’s culture, training them, setting & clarifying
expectations, and evaluating the new employees’ progress & providing feedback.
If you have a good development system – including both onboarding and paths for advancement – employees will feel more satisfied, and
you’ll more likely retain key talent. This article
focuses on building a development system, with
an emphasis on mentoring.
Since you start developing your new hires’ skills
and knowledge from onboarding, mentoring
should start there.

qualities to be mentors:

1.

Thoughtfulness. The mentor reflects
on his or her own strategies and work
experience and learns from them.

2.

Discretion. A discreet mentor will be
better able to build trust with a
mentee.

3.

Honesty. A mentor should be open and
direct, while still respectful, in advice and
in responding to an employee so that the
employee is better able to improve.

4.

Mentoring From the Beginning
Mentoring is a good way to better ensure that
your employees have the skills and training
necessary to be successful. You can match new
hires with a mentor right away.
The mentor:



Communication. Openly communicate
to build trust, set expectations, and
check in to keep the mentee on track.



Create opportunities. Look for new
opportunities for the mentee to learn.



Counsel. Help the mentee deal with
problems, and inform the mentee when
choices or behavior might go against
the company’s procedures.



Teach. Impart knowledge and share
insight from the mentor’s experiences.



Generosity and compassion. An effective
mentor won’t feel threatened by a
mentee’s success, but will continue to
share knowledge and celebrate progress.

Model. Model both pr ocedur al aspects of the job and ethical values that
reflect the company’s culture.



Encourage. Link the mentee’s goals
to the company’s agenda, and recognize
and celebrate successes.

These tasks are important both to the mentor
who is helping in onboarding and the mentor
who is helping employees advance.

Curiosity. A good mentor is curious about
the employee’s personality and needs,
which will help the mentor provide the
best avenues for the employee to learn and
grow. It’s also helpful for the mentor to
want to continue to learn and grow – by
constantly developing skills and
knowledge in the job and industry – so
that he or she can impart that new
knowledge to the mentee.



Teaches the mentee about the company’s
culture.



Imparts any necessary skills – depending
on the new employee’s level of experience
and position, this could involve answering
questions or allowing the new employee to
shadow the mentor.

6.

Answers the new employee’s questions,
both during onboarding and beyond.

Openness. A mentor should have the appropriate availability in his or her schedule
to accommodate the new hire and be ready
to listen.

7.

Ethicalness. The mentor should model the
behavior you want to see out of future
employees as well.



Assigning the Right Mentor
To create the most effective mentor-mentee
relationship possible, try to assign a mentor who
is the new employee’s peer rather than manager.
A mentor who is not in charge of evaluating a
mentee’s performance will be better able to
build an open and honest relationship with the
mentee.
The mentor should be someone who is doing or
has done the job the new employee is entering
so that the mentor has the proper skills and experience to impart.
Look for employees who display the following
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5.

Building a Mentorship Program
You should clearly define the goals for any
mentor-mentee relationship you set up. For
example, a mentor-mentee relationship might
focus on onboarding, and another might focus
on developing leadership skills in an employee
with a lot of potential. With the specific goals
in mind, the mentor will know his or her role
and better be able to help the mentee succeed.
Also, emphasize the following tasks for the
mentor:

A quick aside: Not every position includes a
path for advancement, and not every employee wants to become a leader. Employees who
are happy with their position form an important backbone for small businesses. You
can still make sure those employees are satisfied with their jobs through ongoing training,
professional development, opportunities to
work with different customers, educational
support, and perks and bonuses for a job well
done.
Coaching and Mentoring Article continued
on Page 5

Coaching and Mentoring
When you identify employees with strong
leadership skills who are looking for new
opportunities, you can set them up with an
appropriate mentor to help them work up to a
management position in your company, for
example, and establish management training
through that relationship.
Employees with strong leadership skills and a
desire for a new role can be mentors themselves.
Mentoring as Advancement
By sharing knowledge and experiences, a
mentor can improve his or her own leadership
skills. In helping a mentee, a mentor can reflect on his or her experiences and might see
new patterns and strategies.
Also, the mentor will have the opportunity to
see the company from a fresh perspective and
gain insights on its culture and goals. Working with a new employee will give the mentor
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continued from page 4
new interpersonal skills. And finally, this role
can bring the mentor new satisfaction in his or
her job. The learning that comes along with
mentorship can therefore provide fresh experience for an employee seeking a new opportunity.
A development system emphasizing mentorship that starts from an employee’s hiring can
strengthen your company. New hires will gain
crucial knowledge about the company from the
beginning and have clarity in their roles; employees looking for advancement can build
their knowledge base; and mentors can take on
a new leadership role themselves. That system
can create a cycle of continuity and teamwork
that will help your business run more smoothly
and help you retain key talent.
This content was developed for
the PHCC Educational Foundation by TPO,

Inc.(www.tpo-inc.com). Please consult your
HR professional or attorney for further advice,
as laws may differ in each state. Laws continue
to evolve; the information presented is as of
March 2016. Any omission or inclusion of incorrect data is unintentional. Please note this
article is not intended to provide legal advice
or to substitute for supervisor employment law
training.
The PHCC Educational Foundation, a partnership of contractors, manufacturers and wholesalers was founded in 1987 to serve the plumbing-heating-cooling industry by preparing
contractors and their employees to meet the
challenges of a constantly changing marketplace. If you found this article helpful, please
consider supporting the Foundation by making
a contribution at http://
www.phccfoundation.org
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Is Your Service Department on Flat Rate Pricing Yet?
It's an old topic, but one that often needs revisiting. Has your service department adopted flat
rate pricing yet? If not, it's time to seriously
consider the conversion. Most contractors have
very strong opinions about flat rate pricing;
however, the reality is if you have actually calculated what you need to charge per hour for
residential service, it is highly likely your hourly
rate well exceeds $100/hour. Guess what, that
hourly rate is a tough sale to the customer if you
are on time and material pricing. By the way, it
is the rare company that can charge less than
$100/hr for service and still make a reasonable
profit.
The concept of flat rate pricing is a matter of
customer perspective. Let’s look at an example.
Close your eyes and visualize that you are living
in my hometown of Owensboro, KY. There is a
really nice subdivision where the average home
is $500,000 or more. It has rolling hills, so most
homes are two story with walkout basements.
Who lives there? Older people with lots of money!
It’s autumn, and the huge oak and maple trees
are changing color. Mr. and Mrs. Jones are
walking around the back yard admiring all the
beautiful fall foliage. Suddenly Mr. Jones says,
"Our gutters are full of leaves! I think I will go
get the 40-foot ladder and clean them out." Now
it's Mrs. Jones’ turn to talk. "Bill are you nuts?
You're NOT getting on that ladder. You might
fall, or get hurt, at which point I will be the one
taking care of you. You are NOT getting on that
ladder."
Suddenly the front doorbell rings and its little 16
-year-old Johnny from down the street. "Mr.
Jones, I noticed your gutters are full of leaves.
Would you like me to clean them out for you?"
Mr. Jones then asks how much little Johnny is
going to charge. Johnny tells him he charges
$50/hour. Mr. Jones blood pressure instantly
goes up as he slams the door. He is not paying
any 16-year-old $50/hour for anything, period.
Let's look at same situation, but from a different
perspective. The bell rings and little Johnny
again asks Mr. Jones if he wants his gutters
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cleaned, and Mr. Jones again asks
how much he is going to charge.
This time, however, Johnny tells
him he will charge $50. Mr. Jones
is now thinking $50 doesn't sound
too bad. Not to mention, he won't
have to get out the ladder out and
Mabel won't be upset. "Sure Johnny, go ahead
and clean them out"
Now how long will it take little Johnny to clean
the gutters? Probably an hour. But now Mr.
Jones is focusing on the price of getting the
work done and he is NOT focusing on how
much little Johnny is charging per hour. Yes,
flat rate pricing (sometimes called Up Front
Pricing or Guaranteed Pricing) is simply a matter of perspective.
Let me summarize some the benefits of being
on flat rate pricing.
• You no longer have an hourly rate - Now
the potential customer can't call all over town
to compare hourly rates to determine who will
do the repair. Besides, a lower hourly rate does
not necessarily save the customer money. It
might take the lower rate company twice as
long to get the job done.
• Less customer complaints - Flat rate pricing
eliminates 90% of your customer complaints.
What do customers complain about? Complaints generally center around how long did it
took and/or perhaps they have looked up the
part cost on the internet. Both items are now
invisible to the customer.
• Better cash flow - Since there is no calculation on the tech’s part, or the office, payment
can (and should) be collected at the conclusion
of the repair.
• No "announcement" of rate increases - On
time and material a $5 or $10 increase in your
hourly rate is a big deal. The company not only
had to announce it to the customer, they had to
somehow justify the increase. If the company
were on flat rate pricing, it would simply need
to change the internal hourly rate and have the

By Tom Grandy

book reprinted, or tablet pricing updated. No
announcement to the customer, no disruption
of service, and no customer complaints. New
books are printed and out the door the tech
goes with the price increase being invisible
to the home owner. Oh, did I mention profitability just went up!
• Your best technician is now also your
most profitable - When the company bills
based on time and material, who is your most
profitable tech? It's usually your slowest,
least efficient technician. After all, the customer is billed based on how many hours it
takes to do the job. However, when flat rate
pricing is utilized, the customer is billed by
the task. The quicker the task is properly
completed, the more money the company
makes. Now your best tech is also your most
profitable tech.
You might also want to consider the fact that
the trades industry is the only industry that
currently does not tell the customer how
much it will cost BEFORE the job is done!
Can you imagine strolling through the grocery store and simply putting items into your
cart, not knowing how much they will cost?
Sounds crazy, doesn't it? But that is exactly
what the trades industry does. To make matters worse, some customers don't find out
what the repair cost was until they receive
their bill a week or two later! Oh, and by the
way, a recent nationwide survey revealed
that 90% of residential customers preferred
flat rate pricing over time and material pricing. It’s an old principle, but it’s true. Give
the customer what they want!”

Flat Rate Pricing Article Continued on
Page 9

Service Department Continued from page 8
Also, when you do switch to flat rate pricing, or
if you are already on it, please, please update
your books, or tablet pricing, at least twice a
year. The cost of doing business is constantly
going up. If you don't increase your hourly rates
as costs go up, who eats the increase? The company does.

right? When it's fixed, the sense of urgency has
vanished. If they paid for the repair when completed, all is well. If they receive a bill in the
mail a week or two later, the sense of urgency
is gone and the bill gets put in the pile marked
"Pay when we have some extra money lying
around."

Now for one last closing comment. Customers
call for service when they have a problem,

Thirty years ago, auto repair facilities charged

Page 9

by the hour. Today 100% are or flat rate
pricing for every repair. Guess what, that is
where the trades industry is headed. You can
be a leader, or you can be a follower, but the
wave of change is on the way!
Grandy & Associates has been a leader in
business training since 1987. Our vision is to
teach contractors how to run profitable companies.
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Considering an Unpaid Intern? Consider This.
With an ever increasing emphasis on
workforce development, a viable
option would be to offer unpaid
internships to introduce prospects to
our industry. Before considering this
option, however, the U.S. Dept. of
Labor offers some guidance to follow for these scenarios.
Technically, paid interns are temporary employees and treated virtually
the same as regular employees with
respect to labor laws. You may legally hire an unpaid intern, however,
if the following six criteria are met:

1.

The training, even though it
includes actual operation of the
facilities of the employer, is

By Chuck White, VP of Code & Technical Services

similar to that which would be
given in a vocational school;

2.

The training is for the benefit
of the trainee;

3.

The trainees do not displace
regular employees, but work
under close observation;

4.

The employer that provides the
training derives no immediate
advantage from the activities
of the trainees, and on occasion
the employer’s operations may
actually be impeded;

5.

The trainees are not necessarily
entitled to a job at the comple-

tion of the training period;
and

6.

The employer and the trainee understand that the trainees are not entitled to wages
for the time spent in training.

If the work arrangement satisfies
the above tests, it is likely to be
an acceptable arrangement. Employers otherwise may be creating an unintended employeremployee relationship. If you
have questions, PHCC suggests
consulting with a labor lawyer.

“What good is the warmth of summer, without the cold of winter to give it sweetness.” ~ John Steinbeck
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We’re on the web! Visit us at www.mwphcc.org or at www.facebook/MWPHCC

Dedicated to the promotion, advancement, education and training of the Industry, for the protection of our environment and the health, safety and comfort of society.
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