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Leeds, AL Service Center
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Make Your Next Repair Last  
By Repairing The Problem, 
Not Just The Symptoms.

Machines break, parts wear down. And it always happens at the worst possible time. Don’t gamble on a quick fix that only 

 patches the problem, it will end up costing you more money and opportunities in the long run. Our team of experts will repair 

or maintain your airmoving or waterblasting equipment (all makes–all models) quickly to keep you going strong for the long 

haul. Find the FS Solutions Service Center nearest you at www.fssolutionsgroup.com or call 1-800-822-8785.

©
 2

01
1 

Fe
de

ra
l S

ig
na

l C
or

po
ra

tio
n

www.fssolutionsgroup.com


www.fssolutionsgroup.com




































Today’s business environment is increasingly complex and competitive, 
often rendering traditional business plans obsolete. For just about every 
product or service, there are an overwhelming number of choices, leaving 

consumers dazed and confused. So how can you stand out from a sea of 
competitors promoting similar offerings? Become known as the company in 
your fi eld that provides world-class service.
 What is world-class service? It is the talk of many but the reality of few. 
When a company provides a client with world-class service, it often becomes a 
legendary experience that the client retells to others in a form of free publicity 
for the service provider.
 What companies come to mind when you think of world-class service? 
What establishments do you patronize whose service exceeds your expectations 
on a continual basis? Typically, these are not the places that have the lowest 
prices. Their value is created by elevating the customer experience to a point 
where paying a premium is not an issue.
 First of all, companies should understand the difference between the 
product – the commodity or service being delivered – and the process – the 
method by which that product is delivered. 
 Pike Place Fish Market in Seattle has become world famous for this 
differentiation. While their product is fi sh, their word-of-mouth fame was 
created by the process in which that product is delivered: throwing fi sh. The 
product of a doctor is clinical expertise, whereas most people would agree that 
the process by which that product is delivered (bedside manner) might be just 
as important. Since Realtors do not have exclusives on the homes (product) they 
show and sell, their sole value is created by the service they provide (process). 
 Here’s the point: Your reputation in your fi eld may be created more by the 
customer experience you deliver than the product or service you sell.

 There are six simple actions that determine your level of customer service 
(from the customer’s perspective). When an objective assessment is made 
in each – coupled with systems and strategies to improve – the result can be 
immediate and transformational changes in your business. They are:

How well you listen
 Do you clearly understand the needs of your customers? As Mark Twain 
once said, “We have two ears and one mouth so that we can listen twice as 
much as we speak.” You do not need to start out offering all the answers … fi rst 
begin by asking all the right questions. What do your customers really want and 
how can you better serve them?

What you say
 How well do you answer questions, provide information, guidance or 
direction?  Helping your customers understand the range of offerings available 
(and the pros and cons) and explaining what best fi ts their unique needs will 
build loyalty. Helping them all along the way and being available for ongoing 
service will build customers for life.

How you say it 
 Have you evaluated your non-verbal communication, such as body 

language, tone and infl ection? In his book, Silent Messages, Albert Merhabian 
found communication is 57 percent non-verbal – body language, eye contact, 
a warm smile and open gestures – 38 percent voice quality – volume, tone and 
infl ection – and only 7 percent the words you say. Yet most people tend to focus 
their time, energy and training on the words they say.

What you do
 Do you consider your actions taken or not taken? The only thing worse 
than doing nothing is saying you are going to do something and not following 
through. It creates disappointment and loss of trust. Taking the time upfront to 
address your customer’s needs, wants and desires will keep them coming back.

How you do it
 Are you there to please or appease? Do you fi nd that some workers are 
just going through the motions, while others take pride in the company, their 
work and truly care about the well-being of customers? Making customers feel 
special and appreciated creates an emotional bond that is not easily broken.

When you do it
 Immediate response times that exceed expectations create a positive 
perception, while long wait and response times create frustrations leading 
to a negative perception. We are living in a “drive-thru’’ world where 
communication expectations are greater than ever before with the advent of 
emails, cell phones and text messaging.

MEMORABLE EXPERIENCES
 Most service experiences are unremarkable. We tend to remember only 
those experiences on the extremes of either side. Poor customer service leaves 
consumers frustrated and disappointed. In the restaurant business there is a 
famous saying: “You are only as good as your last visit.” An exceptionally long 
delay in receiving food may be as damaging to a restaurant’s reputation as a 
bad meal.
 Why is it important to create a world-class service culture? Because not 
only are the products or services in most categories being commoditized by 
your competitors – where the lowest price wins – but more and more often 
the service component is playing a greater role in your customers’ buying 
decision.
 For example, if you look in the phone book under “Automobile Repair 
and Service,” you will fi nd pages of ads with every company communicating 
basically the same message. Since most people don’t truly understand what 
is being done underneath the hood, their loyalties lie with the way they are 
greeted, on the phone or fi rst meeting, and the way they are treated.
 And fi nally, when talking about world-class service, it all comes down 
to people. Robert Spector, author of The Nordstrom Way, relays that retailer 
Bruce Nordstrom’s hiring philosophy was to “Hire the smile and train the skill,” 
noting that he could teach anyone to sell shoes, but he couldn’t teach everyone 
to smile. If you look at organizations that provide world-class service, you will 
usually fi nd they hire the best people and then provide a supportive culture 
where those employees can fl ourish. ■

Service With a Smile
BEND OVER BACKWARDS TO HELP OUT AND CUSTOMERS WILL CALL YOU 
FROM A CROWDED MARKETPLACE OF SEPTIC SERVICE PROVIDERS

By Michael Guld

Michael Guld is president of The 
Guld Resource Group and creator 
of Talking Business with Michael 
Guld, airing on Central Virginia’s 

Public Radio. He can be reached at 
michael.guld@guldresource.com.
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A$3.14 billion sewer debt may force new developments and residents 
with failed onsite systems in Jefferson County, Ala., to hook to sew-
ers. The county, home to Birmingham and 658,000 residents, faces 

the largest municipal bankruptcy in U.S. history. It borrowed heavily to 
pay for sewer improvements ordered by the federal government, and then 
a sewer-bond refi nancing collapsed more than three years ago during the 
credit crisis. 

NEW YORK
 An engineering team inspected 760 single-family homes in Bridgeport 
to fi nd onsite systems and establish locations for grinder pumps as part of 
a $14 million sewer project. Homeowners must tie to the grinder pumps at 
a cost of $35 to $45 per foot of pipe. Besides paying the debt service, about 
$280 per year per residence, they also must pay a $73 short-lived asset fee 
to cover replacement of the pumps, and $721 per year for sewer and pump 
station maintenance. 

FLORIDA
 Representatives Doug Broxson and Marti Coley co-sponsored a bill to 
scale back a law requiring septic tanks to be inspected every fi ve years and 
making owners responsible for repairs. The bill is the same one championed 

last year by Coley in the  House and Sen. Greg Evers in the Senate. The law, 
which went into effect July 1, affects 2.6 million septic tanks.

NEW JERSEY
 Amended legislation extends the 2013 deadline for replacing cesspools 
within 200 feet of water to Jan. 1, 2014. It keeps the schedule for inspections 
and replacement of failed systems but allows residents in communities 
planning to install sewers by 2020 to wait until then to replace their cess-
pools. 
 If communities fail to arrange sewer fi nancing by 2015, property own-
ers would have to replace cesspools by June of that year. The legislation also 
requires cesspools on lots with available sewer connections to be replaced 
by 2014. Warwick County passed an ordinance allowing cesspools to operate 
on sewered lots until after the properties are sold. 

NORTH CAROLINA
 Wake County health and environmental offi cials postponed septic tank 
regulations they adopted in January until May 2012. The Board of Health 
Services and Environmental Service also agreed to consider the result of an 
ongoing study on the environmental, health, and fi nancial impacts of a rule, 
which would require annual inspections of the 60,000 tanks in the county. ■

Sewer Debt in Alabama May Push More 
Homeowners to Public Wastewater System

By Scottie Dayton

 

Rules and Regs is a monthly 
feature in Pumper. We 
welcome information about 
state or local regulations of 
potential broad interest to 
onsite contractors. Send ideas 
to editor@pumper.com.
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Association of Realtors. In 1996, he opened 
San Tan Realty. Since the state required no 
training to design and install onsite systems, 
Adcox added them to his construction 
business.
 “Installing a system meant digging a hole, 
putting in the tank and making sure waste-
water fl owed by gravity from the house to the 
drainfi eld,” he says. “That was the extent of 
my knowledge.” Drainfi elds were constructed 
with 8-foot-deep trenches half fi lled with 
stone. Perforated 4-inch SDR35 PVC laterals 
were laid atop the gravel, then backfi lled with 
native soil.
 Adcox would draw a plot plan with 
components and sizes, then submit it to the 
Maricopa or Pinal County Health Department. 
“The plans always came back approved, but 
often with changes for the size of the tank 
and the number and length of the trenches,” 
he says. “Someone with some knowledge was 
overseeing the process.”
 With the collapse of the housing market, 
Adcox watched his construction business 
go from fl at out to fl at broke. San Tan Realty 
provided a meager income. “I had weeks with 
nothing to do, so my son, Jason, and I became 
NAWT-certifi ed inspectors in anticipation of 
building homes again,” Adcox says. “That was 
my only reason and my only goal.”

 After Adcox certi-
fi ed in October 2008 and, 
unbeknownst to him, the 
Arizona Department of 
Environmental Quality 
added his name to its list 
of approved inspectors. 
Then the phone rang. 

NEW 
OPPORTUNITIES
 A woman who 
found Adcox’s name on 
the ADEQ website asked 
him to inspect her 
system for a property 
transfer. The request 
blindsided him. “I was 
certifi ed and I knew 
how septic systems 
worked, but I honestly 
didn’t know what I was doing,” he says. Adcox 
almost refused, but decided otherwise.
 After locating the woman’s septic tank, 
Adcox hired Eddie Cooper of Cooper’s Sewer 
and Drain in Apache Junction, Ariz., to pump 
it. “He’s very familiar with inspections and 
looked over my shoulder,” Adcox says. “As 
Eddie helped me fi ll out the ADEQ seven-page 
report, I knew I wanted to continue doing this.”

 Soon afterward, Adcox was at a real estate 
title company and overheard that some-
body needed a septic inspection to close the 
transaction. He asked for the phone number 
and landed the job. Three others followed in 
November. “It wasn’t enough to put food on the 
table or pay bills, but it was 100 percent more 
than what I had been doing,” Adcox says. 
 The work showed enough promise that 
Adcox decided to build a business around it. 

(continued)

J. Douglas Adcox (right) reviews the details of a work order with Jason Adcox 
(center) and Michael Eastridge (left).

“PROBABLY 
98 PERCENT 
OF THE TIME 
BUYERS WILL 

NOT CLOSE ON 
PROPERTIES 

IF THE ONSITE 
SYSTEM ISN’T 
WORKING. WE 
LAY OUT THE 

FACTS SO 
BANKERS CAN 

DECIDE 
WHETHER TO 

FIX IT.”  

Douglas Adcox
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Absorption Bed Flow Recovery  
Problem: �e drain�eld for a three-bedroom home was failing. �e homeowner called 
service provider Tom Frank of Tim Frank Septic Tank Cleaning Co.

Solution: Frank replaced two distribution boxes, jetted and vacuumed the leach �eld 
trenches, fractured the soil with a Terralift machine, and added a bioremediation kit from 
Ecological Laboratories. �e kit contained two gallons of Pro-Pump/HC (high count), one gallon 
of Pro-Pump/SA (sludge away), and one pound of Pro-Pump/OX (oxygen). �e two-gallon infusion 
of live facultative bacterial culture increased the breakdown of the biomat. �e oxygen-release 
compound accelerated recovery, and the gallon of biostimulants enhanced both cultures. 

Failed Alaska Leach Field   
Problem: In 2004, a homeowner’s leach �eld failed a�er 14 years. Lifewater Engineering Co. 
of Fairbanks, Alaska, was asked to replace both the septic tank and leach �eld. 

Solution: �e old steel septic tank was replaced by an ExtremeSTP sewage treatment plant 
consisting of an insulated 1,300-gallon plastic tank with RetroFAST 0.375 aerobic treatment unit 
inside from Bio-Microbics. Nothing was done to the leach �eld. 

Result: �e drain�eld was restored. Frank services the system every two years, adding a quart of Pro-Pump/HC to the tanks. �e homeowner adds 
Pro-Pump/SP (septic packets) monthly. 800/326-7867; www.propump.com.

Result: When the blower was turned on, the homeowner began using water again. �e 
aerobic e�uent provided the right environment for bacteria growth, restoring the hydraulic 
conductivity between the leach rock and natural soil, allowing the leach �eld to properly function. “�e ExtremeSTP system suggested and built by Lifewater 
Engineering Co. was our least costly alternative and has worked wonderfully for seven years,” says homeowner Carl Addington. 907/458-7024; 
www.lifewaterengineering.com. n

Treatment With Constructed Wetlands    
Problem: Bolingbrook (Ill.) Park District hired Wight & Co. to design a sustainable 7,000-square-foot 
education center on 17 wooded acres. One criterion was using a constructed wetland to treat wastewater.

Solution: Septic Solutions donated a Set-N-Go aerobic treatment unit from Hydro-Action Industries. 
�e NSF 40 Class 1 system includes a pretreatment tank, an aerobic treatment tank and a pump tank in one 
container. A pump in the aeration compartment injects air through six di�user lines to oxygenate wastewater. 
�e liquid then enters the clari�cation compartment, a conical area in which remaining solids settle and are 
returned to the aeration compartment for further treatment. Clear e�uent leaves the chamber through the 
outlet ba�e for dispersal in the wetland. 

Result: Puri�ed wastewater enables the wetland ecosystem at Hidden Oaks Nature Center to 
thrive. 574/936-2542; www.hydro-action.com.


















































































































