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Marketing Principles for Plumbing Contractors

By Adams Hudson
Good marketing generates leads. That's as true for plumbing contractors as it is for any other kind of business
that relies on sales and service. But what makes marketing “good” doesn’t have to be a mystery. In fact, it
begins with a few general principles:
Exploit your assets and benefits to a larger audience. This is advertising that says who you are, why you're
better, and what the customer gains by using your services. Your customers like you for something that is
different from other plumbing contractors. Determine and focus on exactly what that difference is and spread the
news.

Make something marketable from something you may have taken for granted. Do you have 24-hour
service? Do you guarantee satisfaction, service, response times, parts warranties, follow-up services, etc.?
If you don't, you're missing an opportunity. If you do, but don’'t market it, you're missing the point of
having it.

Advertise this Unique Selling Proposition (USP) to the masses if you can afford it, and/or a peer group  similar
to your existing customer base demographics.

People’s habits, actions, desires, and concerns are more alike than you think. If lots of your customers live
in zip code 33334, yet 33335 has similar demographics but very few of your customers, it’s time to
bombard them with your offers. (Testimonials work extremely well with these affinity groups. You can
thank me later.)

Research, resell, reap, and repeat. This advertising says, “We identify with you and your needs, and here’s
how we can prove it to you.” Once you've recognized your most likely customers or desired customers, cater to
them in the form of advertising and marketing that appeals to them, their needs, and their situation.

By the way, a Yellow Page ad with 17 logos and a picture of a toilet isn't “identifying” with an audience. But here’s
a quick way that you can:

Research — Focus on your existing base of customers, then target a larger but manageable group. Age of
home, income, lead pipes, low water pressure, outlawed polybuteyline piping (identified by build dates),
and many other profit opportunities await the smart plumber.

Resell— Continue to present yourself to these prospects. Win them as customers through a staged
approach in different media. Print or radio (broad market) can be followed by direct mail (focused market)
that speaks their language. Then follow up with either postcard, newspaper inserts to their zone, or
telemarketing.

(Big time hint: If you do better than 1% response rate on a mailing, resend that piece to the same list. A client
once called to say he'd gotten 3.4% response on a utility-assisted mail out and wondered what to do next. You
can guess what | told him. His results were 2.2% on the second try.)

Reap — Determine how effective the promotion was by calculating cost per lead and cost per sale. Then invest
some profit in additional marketing that fits your best approach. You must track your leads with one
guestion: “...and how did you hear about us” then mark it down. If you don’t measure it, how will you ever
know?

Repeat — When your promotional techniques start pulling, simply repeat the process. Don't change for the
sake of change. Be prudent.

Finally, don't fall for these two commonly held beliefs: 1) If business slows down, cut your advertising first;
and 2) When business is good, there’s no need to advertise.

To lessen the effect of business ebb and flow, adopt a clear strategy. Set a sales goal; get a marketing plan; set
your budget in writing; and allocate through the year. With powerful marketing, you can eclipse your competition;
get more leads; sell more accessories; and solidify more loyal customers.

Adams Hudson is president of Hudson, Ink, a creative marketing firm for contractors. Hudson, Ink has just launched the Plumbing
PowerPack, a high-performarnce turn-key marketing system for the performance-minded plumber. Call Hudson, Ink at 1-800-489-9099 for
more information or visit www.hudsonink.com for free marketing articles and reports, including a free report called “How To Track Your
Marketing.” Readers can get a free marketing newsletter by faxing their letterhead with the request to 334-262-1115.
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MEMBER BENEFIT

NEBS Business Forms

NEBS is PHCC's preferred supplier for station-
ery and registration forms, checks, software,
envelopes, labels and related printed prod-
ucts. Your membership entitles you to 33
percent savings on any product you try for
the first time and 10 percent on any product
reorders.

To receive your PHCC you must mention
member code 19261 when ordering by phone
((800) 225-6380 or use it as your mail code
when online at www.nebs.com. Call 1-888-
228-6327 for a free catalog.

CHARLESTON, INC.

Wholesale Plumbing & Heating

TEMPSTA?Y 700 Factory Street 8711 “J” Street
Healing und Couling Products Fremont, NE 68025 Omaha, NE 68127
& “°"r¢h 402-721-2000 402-339-1655
§ _P % 800-642-8439 800-525-2984
% 3 2221 Judson 716 Market Street
o, " Lincoln, NE 68521  Sioux City, 1A 51103
ce . 402-477-5588 712-277-2750
Comforimaker 800-774-7928 888-662-2750
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WHOLESALE ONLY

Plumbing, Hearting, Refrigeration & Appliance Parts—
Your ONE stop supplier!
Same day service and we ship backorders out, freight FRER!
We have 5 convenient locations for you to choose from,
We provide educartional courses to keep you up to speed on all the
new and improved products and services.
We now offer online accounts so you can get all your business taken

care of at the touch of a button, worry free.

Check out our new product lines:
« Burnham Boilers -—

« In-Floor Radiant Heat
+ Heat Link & Vanguard Pex Pipe Tubing

+  Comfort Air Water Source Heat Pumps
+ Omega Flex Flexible Gas Piping
« & many, many more!!!

“IF YOU'RE INSTALLING, WE'RE YOUR

ONE STOP SHOP!!”
4444 5 108k St 2E29N 33d St 1215 Leavenwonh 3700 Misaissippi Ave
Ownaka, NE 68137 Lincoln, NT: 68504 s Mo A 50322 Onaka, NE 68102 Davenport, 1A T80T
[Fh; {#02) 335u2342 Ph (402) 466-5122 Phe (515 2530000 Ph; [(402) J4-§900 P {363) 3887777
Fax: (402 330-3045 Faoc (402} 40645202 Fux: (515) 2832606 Fa; (402) 344-3990 Fac (563} 3806-1TH4
Watta: (BO0) IIE-B900  Walts: (BO00) 4220108 Walls: (500 B4E-4430 Wakts: (BO0) 671-3687  Walks: (ETT) B67-8961
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Convention/EXPO/Seminars Registration Form

for the 96th Annual Convention & EXPO

Flumbing — Heating — Cooling (_ontractors of Nebraska

Embassy Suites, Lincoln, Nebraska — January 26—29, 2005

Company

Mailing Address

City: State: Zip:
Telephone ( ) Fax ( )
E-mail
Early bird Deadline is JAN 17, 2005 Extra Meal Tickets: Seminars
Registrants Name — Thursday 27th — Friday 28th
Men's &
Women's Thursday Saturday
First price stated is Conv Reg Wednesday Exhibitor's Friday Men’s Past 8:30-11:30 am
the Early bird special (Includes all Eyening Sponsored Evening President Problem Solving 1:00-2:30 pm 8:00 am
seminars) Dinner Party Banquet Luncheon & Decision Change Order Contractual
$100/130 $20/25 $15/20 $30/35 $15/20 Making Seminar Seminar Liability

Convention Registration Enclosed:

Amount due:

Registrations must by received by

January 17, 2005

for the early bird special!

Send checks to:
PHCC of Nebraska

Fax Registration forms to:
402-727-4047

Hotel Accommodations

Room reservations must be arranged with the Embassy
Suites. They are reserving a block of rooms for our
convention. Reservations should be made prior to Janu-
ary 5, 2005 as the unused portion of our reserved block will
be released for sale to the public on that date. Identify
yourselves with the PHCC of Nebraska to receive special
room rates. They are:

Single/Double Rate ........ccccccvveveeenennnn. 109.00/114.00

Please make your reservations by calling
(402)474-1111
or online at www.embassysuites.com
Convention Code: PLM

Date pd Check #

Amount pd Invoice #
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96th Annual Convention & Trade Show

Convcntion Agcnda

Wednesday, January 26, 2005

G 00 o 1 o Social Hour
7200 P e Get Acquainted Party/Opening Session
.................................................................................................... Casual or Dress up
...................................................................... ‘Schools Out, Let’s Party* (Mardi Gras)
Thursday, January 27, 2005
................................................ Continental Breakfast—Free for those Staying at the Hotel
8130 BIM. i Men'’s Board Meeting
............................................................................................. Auxiliary Board Meeting
8:30—11:30 a.m................. Change Orders: Winning the Change Order Game—Seminar

Itis a great industry myth that PHC contractors get rich on change orders. The truth is most PHC
Contractors struggle to receive fair compensation for legitimate change orders. Change orders can
Only be profitable if managed properly by the PHC project management team. To handle change
Orders profitably, your company must have standard written change order procedures that are
regularly utilized and enforced. The instructor will provide the participants with procedures for
effectively identifying, pricing, selling, and billing legitimate change orders . . .Kirk Alter

L1100 BN e Auxiliary Luncheon
12:00—5:00 PMcceeeiiieiieceieeeeee e EXPO Opens (Lancaster Event Center)
1:00-2:30 PM. cooiiiiiiiiiiiieeeeeeeeeeeee Time Management and Goal Setting—Seminar

Feel burned out? Doesn’t seem to be enough time in a day? Doing more with less? This seminar will
help you explore time management techniques to put you back in control of your job and your life. This
interactive session will help you build strategies to set goals and priorities while maximizing time
management opportunities. Learn how to accomplish more without enjoying it less . . .Kirk Alter

I00 PaIM ettt e e e ennrnn Auxiliary Social
30N o 1 o PP Exhibitor's Sponsored Party
Friday, January 28, 2005

................................................ Continental Breakfast—~Free for those Staying at the Hotel
8:00—9:00 8.M.. coiiiiiiiiiiii e Contractual Liability—Seminar
Your business contracts may be putting your business at risk . . .Federated Ins.
Qa8 M- PN e EXPO Continues (Lancaster Event Center)
3100 P e ————— Auxiliary Champagne Party
L R0 [0 I o N o PP TUPPTTTRUPPPIN Social Hour
46000 1 1 1 S President’s Banquet
Saturday, January 29, 2005
................................................ Continental Breakfast—~Free for those Staying at the Hotel
S 00 = T o S Men’s Business Meeting
........................................................................................ Auxiliary Business Meeting
0 10 = o PR Auxiliary Past President’s Luncheon

L1:30 Pl e Men’s Past President’s Luncheon



National Update

Legislative

Death and Taxes ... the only two things in life we can be certain of. What isn’t certain is how this combina-
tion of certainties, aka the death tax, will fare as President Bush will be advocating for broad and sweeping
changes to the tax code. Some argue that repeal of the death tax should be considered in the tax simplifi-
cation discussion; regardless, PHCC is working independently and in cooperation with industry coalitions in
support of full and permanent death tax repeal and will work to ensure that provisions for repeal don't get
lost in the shuffle.

Association leaders expect legislation to be brought before Congress in 2005, and remain hopeful that it will
support repealing the tax to ease the burden of business transfer on the heirs of qualified small businesses
to allow for the succession of family-owned businesses.

Members are encouraged to contact their legislators to keep repeal of the federal estate tax a top priority
during the coming tax reform debate. Visit PHCC's Web site at www.phccweb.org for a template to write
your member in congress.

Best Practices —Employee Incentives

The following is an excerpt from Ideas on Incentives, a two-part article posted on the Educational Foundation’s online contrac-
tor resource center. The complete article and a wealth of other useful information are available at www.phccweb.org.

Continued to page 8
Motivating Your Workforce Toward High Performance  By: Greg Smith

Holmes Supply Co.
Ultimate Kitchen & Bath Showroom

Kearney, NE
800-658-4330

SWANSTONE' @

THE REINFORCED SOLID SURFACE Those Who Know Better, Know Elier




en you ask your local

Federated representative to

complete a RIGHT Report®
for your business, you’ll receive a
systematic review of the insurance
needs for your operations, an
evaluation of your current insurance
program, and recommendations that
will help you put your premium

. dollars where they will count the most.

After all, it’s what’s in the fine print
that often matters most.
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It’s Our Business FEDEMTED

to Protect Yours.®  INSURANCE (7 2

The FEDERATED Insurance Companies
Home Office: 121 East Park Square, Owatonna, Minnesota 55060
(507) 455-5200 * www federatedinsurance.com




Motivating Your Workforce Toward High Performance  sy: Greg smitn

One of the easiest and most effective programs to initiate is peer recognition. Peer recognition gives employees
the power to reward each other for doing a good job. It works because employees themselves know who
works hard and deserves recognition. After all, managers can’'t be everywhere all the time, and employees are
in the best position to catch people doing the right things.

You’re Magnificent!

At the MAG Insurance Company, they use a form of recognition called “You're Magnificent!” The form is
printed in triplicate and given to all employees to nominate each other for outstanding behavior. The top
copy goes to the recognized employee. The second copy goes to the employee’s supervisor. The third
copy is posted for everyone to see on a bulletin board.

Once a month they take the posted copies and randomly draw the names of five individuals called, “You're
Magnificents” for $10 gift certificates. Then three additional “Magnificents” are drawn each quarter for a
$250 gift certificate.

Safety Bingo
For every accident free day at the Emory Conference Center Hotel, associates are awarded a bingo num-

ber. Each associate has a card and plays the game. A pot grows at the rate of $1 per day with a starting
amount of $100. The associate who wins at safety bingo is awarded the cash in the pot.

If they go over 100 days without an accident, it increases by $2 per day. If they have an accident, the pot
falls back down to $100 and it starts over again. If someone wins, the pot remains at same pay out level,
and continues to grow $1 or $2 per day. This program reduced accidents by 50% each year.

Thank You Coupons

In this program, the Texas Credit Union gives each employee seven coupons a year to give to any em-
ployees they wish to recognize for going out of their way to help customers or fellow employees.

The coupons are redeemed for $10 certificates for food, movies, golf, and the like. Everyone in the com-
pany, from the president and vice presidents down, is eligible for a coupon.

A work environment that attracts, keeps, and motivates its workforce is one that gives workers a sense of
pride, accomplishment, and purpose in what they do. These informal programs provide an effective strategy
for motivating employees and they are simple to administer. They do not cost much, do not take much time,
and do not complicate the payroll. Instead of providing cash incentives, you can substitute by providing win-
ners with extra breaks, movie tickets, time off, t-shirts, and other small gifts.

Gregory P. Smith is the President of Chart Your Course International, a management consulting firm located in
Conyers, Georgia. More articles are avallable at http.//www.chartcourse.com. Contact him at 770-860-
9464.

National Dates to Remember

Have you marked your 2005 calendar with the important dates for the year? Everyone receiving
this communication is expected to support the following national events:

. Legislative and Leadership Conference — April 14-16, 2005
. Network '05 Joint PHCC/ASA Convention — Sept. 7 — 10, 2005

Legislative day on April 14" is for all members. Sometimes we fail to make it clear to all members
that they have the opportunity to visit their Congressional members to enhance the p-h-c contrac-
tors’ voices in the lawmaking process.




