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Message from the President — Buckey Davis
Calendar of Events
 September 6- Meeting


5:00 -Board Meeting



**6:00 -T-4 Training
Seminar - **Note the
earlier time



6:30 - Owner Training



7:30 p.m. - Dinner and
General Meeting

 October 11 - Meeting** Note this is the 2nd Thurs
in October

It is that time of year again. Summer is coming to a close, the kids
are returning to school, families are
coming back from vacations and
our association is ready to get back
into the swing of things. I hope
that everyone had a restful summer
and had some opportunity to relax
and maybe get away for a vacation.
I’m ready now to look ahead to the
fall and work to get things rolling
for Metro DC.
During the summer months, we do
not hold our regular monthly meet-

ings, but we still meet as a Board to
plan the year ahead. One of our
goals for this year is to grow as an
association. We currently have
great members who volunteer and
take advantage of the many benefits our association has to offer. In
the coming months, we are hoping
to add new members to the chapter
and need your help to spread the
word. Be on the lookout for flyers
and other materials that we will
send out to market the benefits of
membership. And invite anyone
you know that might be interested

to attend our
monthly meetings. We have
an open door
policy and
welcome everyone to attend our
monthly trainings and general
meeting with complimentary dinner. That is the best way to show
prospective members how great
our association really is.
I look forward to seeing all of you
on September 6th and enjoy these
last few days of summer.
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Join us for our first monthly meeting after the summer break on
Thursday, September 6, 2012 at the
Holiday Inn - College Park, 10000
Baltimore Avenue, College Park,
Maryland.
We have two trainings this month.
First, for our T-4 Training, we will
have a class on, “ProPress Tools.”
Come out to see the latest products.
This training is geared toward the
technicians and mechanics and will
begin in the Ballroom at 6:00 pm.
Second, we have a training for
business owners from the DC
Sustainable Energy Utility on,
”Everything You Need to Know
About the New DC Energy Re-

bate Program for Residential and
Commercial Energy Efficient
Upgrades.” There is significant
money attached to this program that
our association members can benefit from. The training will begin at
6:30 pm and will be located in the
smaller Prince George’s room. The
general meeting and dinner will
follow after the training. Thos.
Somerville will be sponsoring the
meeting and providing the ProPress
training.
Thos. Somerville began their customer focused business over 140
years ago. A family owned business from the start, Thos. Somerville Co. strives to operate customer

focused branch operations. At
Thos. Somerville Co., they know
that excellent service is the key to
their success.
Somerville Specialties caters to the
commercial/residential heating
contractor by stocking a wide variety of boiler/burner, and hydronic
repair parts. They also size radiant
heating systems, assemble cast
iron radiators and baseboard, build
oil transfer pumps, and size gas
pressure regulators.
If you are looking for parts for a
boiler or water heater, be sure to
give Thos. Somerville a visit!

METROPOLITAN WASHINGTON ASSOCIATION OF PLUMBING-HEATING-COOLING CONTRACTORS
Founded in 1873

Newsleak

Putting a Dollar Value on Water Conservation for the Customer
In a recent Foundation webinar on
water conservation, Bill Davenport
and Kelvin Mitsui of Kohler Co.
offered perspectives on why water
conservation is so important. They
provided ideas and tips on how
contractors can become experts on
helping their customers save water
and money. PHCC members can
access a webinar on-demand on
the PHCC Education Foundation
Website.
Perspective on Water Conservation

“The biggest benefit to
water conservation is the
savings of consumer and
taxpayers dollars.”

• Water consumption reached its
peak in 1960-1980 and has gradually decreased over the years due
to better awareness, therefore more
efficient plumbing.
• Water conservation “Hot Spots”
are not just in places with high
population and are spreading Nationwide and Worldwide.
Water Supply and Demands
Getting people and organizations
to use less water requires either behavior modification, physical changes to equipment or ideally, both.
- Behavior Modification – Getting consumers to change how they

are using water
• Water Lawns Less
• Shorten Showers
• Turn off water when brushing
teeth
• Wash full loads only – dish
and clothes washers
- Physical Changes – Making
changes that don’t require any
change in consumer’s behavior:
• Replace Toilets and Urinals
with water efficient models
• Install low-flow aerator on a
faucet
• Repair leaks
• Install water efficient landscaping
Water Conservation Benefits
• The biggest benefit to water
conservation is the savings of
consumer and taxpayers dollars.
• Saving water is less expensive
than finding new supplies
• Less water pumped and
treated, reducing energy and
chemical costs
Water-Efficient Options for
Indoor Use
- Gravity Toilets
• Single-flush toilets provide

20% savings with every flush
• Dual-flush toilets allow user to
select flushing volume
- Pressure-Assist Toilets
• Most Models use only 1.0 gpf
(gallons per flush)
- Flushometer Toilets
• Uses water pressure to release
the proper amount of water
quickly
- Faucets
• Installing aerators is a quick
and very cost effective way to
save water
- Shower Heads
• Studies show that approximately 17% of indoor water use
can be directly related to showering and even modest flow rate
reductions can greatly increase
water savings.
Plumbing contractors can
also use this calculator provided
by Kohler Company to calculate
potential water savings for their
customers.
This information is brought to you
by the PHCC Educational
Foundation.

Take Action this November!
November will be here before you
know it, so be sure to visit PHCC’s
online Action Center during this
election season. Check out these
great new features that will help
you make it to the polls and cast
an informed vote about the issues
that are most pressing for your
business and interests.
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The EZ Registration Vote Button helps ensure that you have all

the necessary forms and ballots
in order by election day.
Wondering about voter information in your state? Check
the State Voter Information page
for an interactive map.
Whether you're for the incumbent or the challenger, learn
more about your elected officials and the candidates who

want to represent you.
Brush up on the basics of our
electoral system and legislative
bodies with Government 101.
As the election season heats up,
we'll present candidate guides
and voting records to help you
determine which individuals are
looking out for the plumbing
and HVACR industry.
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Watch for this Banking Scam
The PHCC of Tennesse chapter
published the article below in their
chapter newsletter after two
of their members had this banking
scam happen to their companies.

the check.

With the illegal checks in hand,
he/she writes the check to him/
herself and for a small amount,
usually under $100 and goes
into a retail outlet and cashes
Here’s How the Scam Works
The scam artist obtains your acthe check. They are even crafty
count number from the bottom of a with writing "landscaping, etc."
company check. He/she then goes on the memo portion of the
on the internet and orders checks
check to make the check look
with your company name and acmore authentic.
count number and sequences the
After a few of the checks have
check numbers based on your bank
been cashed, the thief writes a
check. The checks look official
big check and tries to get it
and the scam artist is using your
through. Thankfully, both of our
"good name" to show validity on
members’ AP departments

caught the illegal transaction the
day they were presented and
both thieves were thwarted.
How Can You Protect Yourself?
Have someone in your company
look at your online banking
transactions daily and notice any
unusual discrepancies and nonsequenced check numbers. Of
course, call the bank immediately to report the problem.
This information is brought to
you by the PHCC Educational
Foundation.

DC Sustainable Energy Utility
“The DC SEU Business Energy Rebates program is designed to help businesses and
institutions in the District upgrade to new energy-efficient
technologies and equipment
that reduce electric and gas
consumption.”

The District of Columbia Sustainable Energy Utility (DC SEU) is
designed to help District households, businesses, and institutions
save energy and money through
energy efficiency and renewable
energy programs.
Led by the Sustainable Energy
Partnership, the DC SEU is committed to community engagement,
economic development, job creation, and environmental preservation.
The DC Sustainable Energy Utility
is a project of the Sustainable Energy Partnership under contract to
the District Department of the
Environment (DDOE).

For Your Home

This past spring, the DC SEU
began to serve District residents
through a number of initiatives
designed to help them save energy and money, including:
Offering rebates to residents
who perform qualified energy
efficiency upgrades working
with District contractors;
Partnering with District retailers
to offer energy-efficient lighting
products and appliances at reduced costs to residents;
Distributing energy-efficient
light bulbs (CFLs) through District food banks to serve lowincome residents; and
Outreach and education efforts

designed to keep residents informed about ways they can save
energy in their homes.

For Your Business
The DC SEU Business Energy
Rebates program is designed to
help businesses and institutions
in the District upgrade to new
energy-efficient technologies
and equipment that reduce electric and gas consumption. These
rebates reduce the up-front cost
of efficient lighting, refrigeration, heating and cooling, water
heating, and commercial cooking
equipment, which can all help
lower energy costs for small and
medium-sized businesses for
years to come.

About the time we can make the ends meet, somebody moves the ends.
~ Herbert Hoover
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As Summer Comes to a Close, Capitol Hill Heats Up
As the House and Senate begin to
prepare for summer recess, the
activity and anxiety on Capitol
Hill and Washington, D.C., continues to build. There are several
budgetary dynamics all occurring
at the same time that have heightened the political emotion of lawmakers and are setting the stage
for the 2012 election. And in the
bigger picture, the fight over federal spending and the upcoming
federal budget cuts underscores a
true ideological budget difference
between political parties, both
bodies of Congress and the Administration.

“Combined with the fastapproaching expiration
of multiple major tax
relief provisions, Capitol
Hill promises to be anything but boring this
fall.”

Federal Budget Cuts on
the Horizon
If you recall, the debates last year
over an increase to the debt ceiling
included a plan to create a Super
Committee to come up with a deficit reduction plan. Because the
Super Committee did not propose
a plan, across-the-board cuts in the
federal budget are scheduled to
begin in January 2013. Except for
some protected programs, defense
and non-defense sectors will each
endure cuts of about $55 million.

To prepare for the cuts, Congress
recently passed a bipartisan bill
that requires the President to
submit a report to Congress detailing the implementation of
certain discretionary reductions
(in security and non-security
categories).
So how does this affect PHCC?
The Office of Advocacy for
Small Business will endure a
dramatic cut to an already-small
budget. The report from the
President is due when Washington returns after Labor Day.
Combined with the fastapproaching expiration of multiple major tax relief provisions,
Capitol Hill promises to be anything but boring this fall.

On Bush Tax Cuts, Neither Party is Budging
But wait – there’s a lot more.
Last week, the Senate passed a
“Bush Tax Cut” bill that would
extend the tax cuts only for
households making $250,000 or
less and let the cuts expire for
households making more than
$250,000. The bill now goes to
the GOP-run House, where GOP

representatives will likely reject
it and argue instead for a Republican version that extends
the cuts to those making more
than $250,000 as well.
What does this all mean? It
means that the House and Senate are intent on not compromising. The House GOP argues
that failing to extend tax cuts
for those making more than
$250,000 will hinder job creators and small business,
whereas Senate Democrats
argue that the GOP plan raises
rates for middle-class earners.
In an election year, these debates are far from over.

Continuing Resolution
on the Horizon
Finally, it is unlikely that Congress will also be able to pass
appropriation bills with the
high volume of activity at the
moment. Expect Congress to
pass a Continuing Resolution
prior to October 1, so the government can stay open. The
federal government follows a
budget calendar from October
to October.

Upcoming PHCC Webinars : To Register , go to
Online Training at their website: phccwe.org
5 Mistakes No Business Owner Should Make

Black Iron Pipe: What's New and Innovative

Date: Wednesday, September 12th , 2012
Time: 3:00pm - 4:00pm ET
Free Member Webinar

Date: Wednesday, September 26th , 2012
Time: 3:00pm - 4:00pm ET
Free Member Webinar
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Take Care of Your Customers or Someone Else Will
No business can stay in business
without customers. How customers are treated and sadly, mistreated, determines how long the
doors stay open. Poor quality
service has probably doomed as
many businesses as poor quality
products.

“Poor quality service has probably
doomed as many
businesses as poor
quality products.”

Enter the “guru of customer service,” John Tschohl. He earned
that moniker from USA Today,
Time and Entrepreneur magazines. After 31 years focused
solely on customer service, he is
president of Service Quality Institute, which has representatives in
40 countries. I don’t often devote
so much of my column to one
resource, but John is the best of the
best.
I asked John how a company goes
about creating a service culture. He broke it down into six
steps:
1. Understand you’re in the service business. Most companies
think they’re in manufacturing and
retail.
It ’ s a p a r ad i gm
switch.
Southwest Airlines is
successful because they understand they’re a customer service
company. They just happen to be
an airline.
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by Harvey Mackay

on the spot, and they better be in
favor of the customer.

sary for breakaway service. He
didn’t hesitate.

4. Be more careful about who
you hire. The service leaders
hire one out of 50 applicants,
sometimes one out of 100, but
they’re very, very, very careful. You’ve got to look for the
cream, the A players, instead of
bringing on B and C players.

First, he said you have to have
speed. “How do you shrink the
time by 90 percent? If it normally takes 10 days to do
something for a customer, how
do you do it in one day? That’s
speed. Speed is not going from
ten hours to nine hours. Speed
allows you to differentiate in
the marketplace.”
He cites
Amazon’s emphasis on speed
as a great example.

5. Educate and train the whole
staff on the art of customer service with something new and
fresh virtually every four to six
months.
There is no magic
speaker, no magic training program. No matter if you have a
hundred or a thousand or ten
thousand employees, you better
have something new and fresh so
it’s constantly in front of them,
so when they go to work, they
say, “Fantastic – I’m taking care
of customers.”
6. Then measure the results
financially, so you know the
impact it’s making on revenue,
on profit and on market
share. You have to track the
numbers so you understand that
it’s worth the time and effort.

2. Look at all the policies, procedures and systems that you’ve got
in place that make life miserable
for customers. You could have the
nicest people in the world, but you
could have stupid hours, stupid
rules, stupid procedures, that irritate customers. And they won’t
come back.

John’s methods shouldn’t shock
anyone – and it’s likely that most
successful businesses are doing
some of those things. But I think
it’s the commitment to following
through on all six that establishes
the service culture. As I tell our
staff at Mackay Mitchell Envelope Company, “We aren’t selling envelopes. We’re selling
people.”

3. Have empowerment. Every
single employee has to be able to
make fast and powerful decisions

But that’s not the end of John’s
advice. I asked him to describe
the five critical elements neces-

Second, he reiterated the importance
of
empowerment. “They’ve got to do whatever they’ve got to do, on the
spot, so the customer walks
away off the Internet, out of the
store, on the phone – however
they were interfacing – and
they think they have touched
heaven.” The most important
person in every single company
is the frontline employee.
Third, quality in whatever service or product you’re selling is
essential.
Fourth is service. “And if you
took the two words, quality and
service, they’re highly intangible.” So if you asked 100 customers to define “quality service,” there would be 100 different answers.
Finally, John stresses the importance of using the customer’s name, remembering the
customer, and making them feel
special. After our conversation,
I re-examined our company’s
procedures. And if you care
about service quality, you’ll do
the same.
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We’re on the web! Visit us at www.dcplumbers.com or www.dcplumbers.org
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