COMPANYCLOSE-UP

iz Senske, prossdont of Seanke Lawn & Tree Care, soill
ralks abonst the First gime he sprayed a pesticide applica-
tinm at the ripe age of sin, ™1 was =0 eoxared.” he remem.
bers. It was Fatlwr's |'-|.|:|', 1959, and Senshe's father had
raken him, Senske’s cao brotlueis arnd somie of the n:-:|11p'!4:|_'!.'|_';_':: frosm
his weed anad pest coatiol service out toa Jocal YMOUA cimp oo spray
for ticks and e, y
Growing up in the family business exposed Senske o dilles
CIE Aspeils of the lawn care indusory, This exposure has enabled
Il.i IR Ch] HHII.\' il l;i|||_1_-\-|_'||'||_| In:.':'\q'. kNG Il‘u.'.trl-l:lﬁ l'!l1l'-1l'|i.'.'|1 illl‘I:l A Conm-
pany with pvore than 200 n:mpl-::-}'uﬂ-: and six branches servicing
eight communiries in ldaho, Utah and Waishington st Tlye
company anticipares hringing in $15 million in sales this year.

HUMELE BEGINHINGS. Sciuske Lawn & Tree Care was
ﬂﬂllhiﬁ:l as Uhemical Weed aned Per ':.:ﬁl'l[l"l.'ll in '|':-|"'i-_" b‘t F\-'-'.'I'l'ikl.'i'i
father, Bill, At thar time, he sprayed lawns for 40 cens 2 paece.

Taking over the family business was nogoriginally in the plan
Lenske had for his life. He was finishin Ak hachelar’s :I{';ru,'l,' in
binchemistry at the University of Washingron and planning on
poing for his masters at Duke Universitg in Norrh Carolina when
afa |1Li]:.'¢'n1l'r5clau}' called him home, He ap.rt'-:-.'l Lo h{']p wae wath
the business while his father recuperated from surgery.

Senske moved back w Spokane and divided lis days beoween
waorking in the field and ranning cthe family business and taking
classes at a local collepe 1o complete his undergraduare degree.
He savs e was suill in the meode of school, so learniiig, the iopes
of a business was a fun, yer challenging. endevor. When his fa-
thee remerned 1o che helm, Senske moved 140 mile southwest 1o
Kennewick w manage a second branch of the business, He mook
ot s president of Senske Lawn & Tree Care in 1980,

RISING TO THE CHALLENGE. [.iwn care and pest conrrol
the services Senske Lawns & Tree Care carablished iself warh < are

A FAMILY AFFAIR

Bill Senske laundad the family business back in 1947 and
Chris Sanske toak aver as prasidant of Zanske Lown & Treo
Cara in 1980, Senske says he hopes the family cwnar
will continue for the foreseeable future.

Senske says ane of his reasans for wanting the company
o grow is %o aftroct his children to toke it over cnce he's
ready ko refire, The most likely condidote is Sancke’s 23-
yeorold soa, Ban, Senske says his son has spanttima
i In every deportmant of the family business, frem being o
custarer servica reprasentctive to working on o free prur-
ing crew o oerating and mowing lowns during his summers

antrgl techni

homo fram college. “Right now he's o pas

cian,” Senske soys, "He's [.|-=_-rrir'g ag v I::n:h!; wad,”

' H T ARRFERE & & BF 3R =errsr al

srill ar the heart of the business. “One of our strengths has been thar
we lave been able w nicey inwgrare thas residensial quanerly pes
coninsl basines iineo e company where other companies have re-
ally strugphed in doing thar,” he says. A lor of it is bocose our roos
have been in o parallel prosah of lawn cane and pest conmned frome de
very beginning, so it isnt anything, fereign o ws,”

With every business there are periods of growth and periods
of mo growth, and Senske Lawn & Tree Care was no exception.
The company hic a growth plarcaw in the mid- 1590805, ri1;|'|r.:.r|||.|1|.-:!_
the rime that sales hic che $1-million mark. %% liad run sur of
calene, we lsad run ooe ol deas aod we lad con oo ol creativiny,
Senske cxplaing, adding that he broughe in comsulianes o hl!lp
organize the company and aid him in developing plans 1o propel
the business into the Tutuie.

That helped until recently, when Senske admirs he feels the
business has reached ver another plaveaw, “Geoting over ghe fies
platean was a real challenge and we're kind of in another platean
where growth isn't happening quice as fast, We'ne ar a poing where
we're poised and n:-.LdI}' 1o be able to grow, bur ics not happening
at the pace ar which we'ld like”

As a resule, Senske is planning on bringing in more consult-
ants 1o help him focus and solve the problem.

Serske Lawn & Tree Canc's growah rine in the Lase fow vears has
been 5 1o & percent, bur over the next 10 years, hed like o grow che
COmpany from its 2003 revenue of S 13 mullioa to 330 mallion. *The
capatal cost of growth = presey high.” he says, "Pve bgueed it i
pakes 40,000 in cazh o Erow the bamsimess 5 150,000 in sals”

In arder to achieve the growth they want, Senske says i will
reqquine 00,006 in cash up frone, sdding that he's curmently brain-
storming a plan to achicve this gype ol eroweh,

Another challenge the company is dealing with is competi-
tiews and as effects on the -IIII.III!I-”}'. “The bulk u|'||'||._-{nl11p-:'_'|i|nr-:
here, whether irs in chemical lavwn care or mainenance. juse dont
know business,” he says. “They go and work for wages as op-
poseel o working w build capisal and thar canses prohlems for
everybody. They just dont understand how to establish preces.”

“Part of it is the barrier to enery inthis business is so low duae
anybody can do in,” he adds, " To ey ro coneinoe toadd value w
a service that most people are trying their hardest to make 2 com-
moodicy is difficul.”

Senske says he artes 1o ser his company apart Fronm the compe-
ticion by providing geod service and by ]'l_'t'.--m;_'_;:—rut-l:sc-i.ﬂl'l:ﬂ-]l:ll:lk-
i|'||_=| pun:}]_:-h;'. |.‘|:_|_I!i|_'ll:l1l:'l'|l: ancl adwver |ihil:|t';. Bl alse tries 1o -\.u.pilalih:
on word-of-mouth penerated by doing e extras for cliens,
such as spraving curh lines Fior weeds thar grow in the streer, as
well as doing quality control inspeciions of the propertics onwhich
they do lawn and tree care,

Senske also eries eo provide his customers with year-round
TSNS 1|:||.':|' should ook o Jsis co IWLfaELy 1ds myeed their needs, For
insgance, sinee Sonske Lawn & Tiee Care's inceprion. Scnske has
been trying 1o find ways o fill che Novernber 1 wo March 1 win.
ter seasos. Senske savs he oiied everything from insulating con-
tracting, (o storing and servicing lawn mowers, Senske hegan look-
ing; into holiday lighting and found ic was 3 valuwable enoogh
service towarrant adding o the busines seven years ago, Shorily
alterward, the company also added mienior holiday I..'Il.'l.'ﬁlil.lilfl['l.
mostly for commercial properties.

THE GOLDEN RULE. ["iri of Senshe's suwcoes oomcs Fram his
commirtment to honesty and integrity — both with employees
anad with cosomers.
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0 bave _'||,‘|||E'i||'|| gl use of the Gaalden Bule as an pvdliia-
g o s ere should conduct themslves” he sy,

For emplovees, thar means inespensive, yer meaninglul perls,
such . petivdic barbaouc, ar hranch nifices whene sanployvess can
wrals o bite edl ol the grill during wirk hocuks orar the enel of e day

This alse means providing evecnme when nocesary. ks al s
Beeping, it in lne so TR (RTENTY 1T I af conrral. seoske charpss
hiis brane b managees and supervisuss with the 1k ol comtrollmg,
evertine, e says that seme hranches are sn well manage 1ha
even during the peak pan of the season they accie only 15w 20
e of overomce P il Lol

“Fle's wery Eair in saluy and Al af his dealings,” says lihe
[rawis, sales andd macketing manager ok Sernndoc Lawen 88 Do e,
s Pt 3 lasl l.l'i-il'llil-""-‘.."l-'i'l'!" aind cares abwn Bis |_'l|"‘|"'|'|:|‘"'l'l""i- Whin
I srarmed here. | ashed Tim, “Whar exacely do pen want ne vo dof
Al b i, A ehe endd of the dav, Dwaung vou gedowlans in the
bt mrerest of the company amd me” That has been meredibly
helptiel and has really guided me.”

By the fima C

beisingss owner and in nesd of ereafive input, Inspiration come
i the form of o fiend wha ook him cut for a lassnight rally
raca down a logging reod. Sensk ha motor sports bug
kit him 2o hord that within @ week be hod bought his own
rocecor and was off 1o Bens ho compede,

He says eventually e racing circuit schedula kept him awoy
from home joo much and ke decided bo compromise by taking
his childran gokart rocing. Senske sorys tha lessans he beomed
an the race rack end in his roles as o youth h cocch ond
relarea howe been applicable in his busin

Mo motter what kewal, whether it is gokors, Indy o
e business, leamwoek is a critical elemant of s
vidual con do everything the best. Consribufions frem oll wamn
ployers are needed 1o win a game. To be swecesshul in rocing
takes proctice and Irying new ideas every fime
tha trock. It is the some in business. IF you aren’t constantly
tryirg rew wizys of doing things and comi U wilth maw e

:,'.;..l"" ba laft be

d in the bock of the pack.”
v the racing bug bit his doughser, Sora, 26, as

s she Is a prizeswinning driver os wrll as how

ing the honor ot hoving driven the pace car bor the Indionopolis

-
S00.

Foor cupsomers, Senshes comminment wothe Ginlden Bule means
receiving vahe sdded coras s b as spraying rhe curbaide Fir wieels
taan gron b sreet aned repular inspections o prectprerLics s watad
ol any porential owlomer service prrublams before shey i

N e thee g laer-pri vl sorvice cemmuired o o wpetinos,”
b s Yoo cam't s aqnabiry work and be 1l cheapes - s o
prraible, W wam Lo proviche 2 |:|E!_-j|_..-‘_]|,|,||||-.- service, D a by maere
selective of oug customers and be pioud of the work that we di.”

I castomme |,‘||h--. lave a |.||:'|'|j'!-|.1i1lr._ thie :.I.I:||||.".'|II:."'- |'l|-|.i-.l.' 1%
thar it s resolved warhin 24 howrs. [F owstners have quessios
ahont the preducts going e be apphed o thear lawns, chay are
given informanon nighe wp frone, frons M50 shevns 1 Labicls
anel anvthing el they might ask lor

Tlie companys lawn care cosomes reienTion ras ie 7O pr-
. l'Iu-u'.l'.'.p.1|'.:|-'~.. custamers are 70 percent residential arad
percent commercial, which Senshe detene as incluserial, povern
erent suind institotional Gerlioes.

seprcke sayy they've taken the active approach we gewing on
thie povernment contractor bid st whis by wieans instead of wae
ing for Incal gpovcinmenss o A Senske Lawn & Tree Cares
aambser inihe Vet Bages, they make calls. “Almust all govern-
e work isa competivee bid sitarion " Senske eaphing Yo
ieed o e v Ui bid B Ies 2 comstang process of makang phne
callls and finding where che various lists are. Tu challenging,.”

Fach Senske Lawn & Tree Care bocation seevices a St mile
radimis, Serske saps they s cxpamdad thae mdius by deveboping
group of subCanTracTors o serve chetr chati acooines that e
seares ool of their branclss service am.

STAYING OM TOP. “When it come o marketing, Sowke he
Tieves in top-to-botom coverage — saying troe o the oo of is
Tsinss aned erving 1o stay oa tap o potential cosiomerny mtinds.

“Same af rhe lesons we've learned are oy close oo oo
husiness,™ he says. e mareduce new produces oo oo ald cus
COETS 60 b oW |1r-:-d|||,'l tn the samme marken we serve, o w1
tahe our old prosduces 1o 3 new naarher s we don'l e and rry
1o make eur company prow that way”

Diireet el Tas been the moat effective metod of adverising
for Senske Laven % Tree Care, “We've wiliad direcr mail s coe-
are 1 topeof-mind awanemess,” s says. The company creaws in-
dividuzd maileis for Lvwn care and pess conteol. They'e incd Busy
lithopraph letpers ro merane Lespaonae at the cant nf M cents pec
mailer as corpared 1 ihe 3 o 1.2 cenrs for pustcards, When thy
senad ihe postcands, Senske savs they rarger peaple who have ce-
presseel interest in their services in dhe past s well people in
ncighbisthoods in their demographic i densicy rargets.

Stk likes dicecr il becasse of s abilicy o be ieacked . He
sayn he's had lienes keep posteands lor vedrs Bedore @ eruch e
mindds them o call and they ask abour an advertised special che
cormpany ran several yeas hefore.

The company has also tried sevena] onssal marketiag perh
vds in 1he [rasi. 1o ||-||1_-| |,|,|'|||;|-i|;.|:_ AT '.|.||1|,'||q..'|'|'ll.'1ll-\. fu
higing, 4 lown o harad our Lachebaeg, bapel pans at bome sl

Uine of their more suecesdul markeing meeuds has becn o
aive away [ooe pairs of leacher pardening gliwes with estimates
serake wars hie pot the idea from a lawn cere company in Pl
Conlis., that gave away 2 Free ganden Tuose ws o preminm bor accepe
Mg es L

W l||l.r||.!.-,||.|._ Elowes e oo bulky o dead wale - Jers Frmd
sonmeclunge thars srall and casv,™ Senshe savs, TARor s brain
starming, we Foumad the aeliion m gardening ghwes.”



Senske found a vendor olfering gloves ar s decent powe and
braed 2 Lol |1ri|||:{'r impring thcie ||.l|-_:|:l on the FJm'{'. Ele savs the
eost o the company, net conning postage, isabeaor $3,50 a pair,
with 50040 pairs of ploves per year Being, given away with e
progesn.

"W have custnmers perigdically call ws back amd say, ‘T need
i new pair of gloves’.” he says. Seade savs thar they normally
give then to theen, parncularly if the requesting parmy s an acrive
customer. " o few Bucks, ™ he savs. “Thats praiy cheap for
clichn tetention.”

TECHHOLOGY AMND TURFE. Scrcbe Lawn 5 Tree e i
rrvang o e old-Fashianed prerseenenoeperarn sales with cech-
nolopge Tliis serves dual puspses. Tr provades che peraossal iuch
thar a sinple operator in o small company has when be can walk
up tinthe door give an estimate znd sy, 1 can dooar mpha pow”

“We have o walesman who can't necesarily do thar and a0 we
wane e be able to ges 1o, within the near vear or s, hopefilly,
fur the salesmen 3 send the arde 1i5_:||| tor the nearest ceclnician
anad hawe chern comie de i thar day so tae we con alleviare thar
||11'-|1|i.'l11 1'-F Ar r|'|.'i.|1|; Al 3 dlllll ;||'||_| 51.|_-\|;,'i|:|!_r\I j||u||i|1|-_' Lr:p.li|1|.:||;|.'1¢; .;||'|d_
ool being alole eor acr an v faseee”

The company has also harnessed the benefis of rechnolopy o
ik 1l oven casicr for castomer interaction. For example, three
L g I|1|.':|' srrcamlinad theie call ceiarer |!r_1' -.'r|.':|l|i||_!l1 A cennral-
it Jucation in Kennewick where all calls wragimate. Cusmnmers
reccive o comsisions micssage becasse the trainmg iz atlorm and
it takes pressuse off of dhe branch manapers who were seruggsling
with phone coverame when emplovees were sick or on their luneh
Breaks ar the aflice dadat Tuave |.'|:|-::-u|_l||'| sl 1o lsanddle the call
winluerme,

ek ways the system cont $ 150,000 10 pur in place amd 1he
company spoit abwosn SE0L000 on solvware licensing, fees, inwd-
thuon e the labor costs 1o cmploy posple e ansaer the phane.,
Al e all, Benske caremanes it costs theme 53 per incoming call o
pperace the syseem

Bk sovs che rracking, daca froin the call conver rechnolngy
e wae D alloawesd thiem oo make suse when their cuspomers
necd ||Il\.'|1|I thicy ame chere, or |,'|.,-|:||I:I|_'_ |,|I|11|||_' LTt !-.I:-II:IIEIi..\,a
Wl '.-|:|l.'|-'.'i.|'|5 et the cnmpany was receiving c"“"'ll‘h calls o
Blatulay Bolicays, such ws Lalsor [ay, 1o warrant 5.lu!-!:r|i: the ¢all
ceneet on these Balilivs by make swre cwseomers” cills were Laing
ameswered.

Senske aays 10 has worked s well thar they have been able 1o
stream ling the nomber of call comer employees liom 17 w 11
and seoually provide betes serviee.

“eve also pied toodo somme of tha wirh our Wel sive where
our customers can bay service, pay for sevice, pay on services
thar have been compleoed, sec when services are scheduled o be
ahone amd alsvwsen bee abde oo s lsedule cheir onwn services,” Semshe
says. "R of chey don ke the date chae we've sold dhem than we
wore it 10 be vur, then they can change i themsehees online.”

The Benske Lawn % Teee Care Web atic, buanched o woar
agw. has an averape of 250 custonmer inlerzctions per day. The
company muroduced online services te the site Lae fanuary,

“Tlve dur grart is v see hosee in Dias worked,” hie said, “Ohar LAUVE
in the ficld [hlLlLl;_;fl thar ool phnm:_'.l. repner thar thcir juls i e
thirough che Wl sice and i posted rghe o the Web siwe withen
ahour reg aninutes ol when thev complers the job. Then, ihe
costomer can go pay for it online, We lave had customens do
o, aoad i less than an boaer che whale ransacrion has been
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Chriz Sonsle {@oecond from the lefl) and somes aeandaees of

hizs basiness toam. Photo: Leil Loglam

L'-:ll!ll.|.l|1.'ll-'|:|. The wark's done, they e Fenic and leobed at e aie,
theyve paid lor i amd the moneys inoour bank,”

Scnske says char mae than S0 peroent of thelr custemers wiine
o b mertificed 1noadvance of wlen llu'.':." arc comeng e do g jols, In
the pase thev've relied on sending postcands or calling therm. amd
v 1hey arc ieving o nogify custonaces of 1 upeeming visit by
w-mil. o predaprram rhar has heen l|l.|ih'.' saveesshul. Fle Alph tha
they have 200000 aciive cwstomers and 10 percene have an @ mail
addresa in tharr danalise,

"My zoal with seeting up thar MWeb aie wos o der as musch as
| cowlel 14 .1”!.!-‘--.- Cuslasiners Lo bave meany P-rl!af\.ii:lll_' wilyx Ty Comracs
s and rake care al therr Basaness winly us, 1wt customers b b
alvle 10 helpows help them as much as passihle. We want to make
sure we te grving thenn che bt pessabibe service on the front cmd ™

The cone of the Wel site mammenance is less than using fepe-
lr vigaril cer commmunicare with cistomers, Scnske psiins ot B e
adimaies el wach b, pfin[in-l-_ ancld MasTAgE oS, -::_‘-ndjrq._:
sevice modilicanon by mail costs 30 conis per posteard. ar e
rate af 150 w0 200 posrcards per day. Thonmgh chis 't snmerhing
the company can vonmplerely e up dq’_‘-ijl.l'_ sin'e there are some
SCEMCHTs of 1a eliene hase, sucl as sicfngai~, wher hayve :.;'_-.mel._-j
thar they do not have Inrerner access and wonld prefer m reccive
O B Wi ri.'!:,lllilr nul.

FORECASTING THE FUTURE. “Chen it comes o the green
ndasiry, veen things vaese Semslee comeern, Qe is U water shasrr
agre in rh':' Wesr, Senske |1rv.'v|]i¢.|:: s will Il.|'n;_' &£ ||:|.|i|_||: cllect aon
hix business and may Force his company o fecus on services like
ECTISCARHILL

Senske's secomd coneern o inereaang dilliculy of stk a
prodie. He says instead of cwstonwer satistaction resting on thimgs
ek welvcthier sor non thein Liven i grevn sl wieed- Free, cwstomers
are e concerned with saller dotails like shether or mor theis
A i h|:ll-']|u4! righl: am the II'I..:IiI:irIL'_h. ancd huws ri'm COMF AR ¥ -
swoers Lhe phane. Add s ahan the “shep asound for a berrer price”
mentality ercied by big ho revaslers oo e ane :L':1|:|§||.|r._||-:
ter prlease,

B schen it comes we the Toore of his buesiness, Senske is
oprimiznc. "] wioet i ro Frosy mnr s frg prowels swike,” Senske
saws, "l ro B abele va Comeiree e be vibicenn and ot equaliry
people” LR
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