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COMMERCIAL GRADE LAUNDRY EQUIPMENT 
 

 High-extract hard & soft-mount washers 
 Energy-saving drying tumblers 
 Flatwork Finishers 
 Parts & Service 
 Speed Queen – 3/5 year warranty 
 Dexter – 3/10 year warranty 
 Serving Wisconsin for 49 years! 

 
Check us out at claundrysales.com 

COMMERCIAL 
LAUNDRY SALES 

1130 Elizabeth Street 
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CALL US TOLL FREE 
773-376-8866

order on the web 
www.walterhesse.com
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Cell: 847-421-6822 
t.llackner@comcast.net 

LKH, Inc.
Featuring a Comprehensive Inventory 
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President’s
Message

Greetings Fellow Drycleaners,

I hope you enjoyed this past summer.  It really flew by again, didn’t 
it?  I truly hope you were able to spend some quality time with your 
friends and families.  Were you able to squeeze in a summer vacation 
or get to a ball game or play a few rounds of golf?  If not, don’t worry, 
you still have plenty of time before the snow falls!

This summer has been a very interesting one for the Wisconsin Fab-
ricare Institute. The 15th Annual Fitzgerald Scholarship Golf classic 
was rained out and rescheduled for August 28th--I hope you are able 
to make it.  This event is always a lot of fun and raises a whole bunch 
of dinero to help our industry improve its professionalism.  A huge 
thanks goes to Jim and all the staff and volunteers who put this event 
on!

More importantly, I would like to make this article about the change 
in leadership at Wisconsin Fabricare Institute.  As most of you know, 
our Executive Director for the last 16 years, Brian Swingle, has decid-
ed to move on to bigger and better things.

Brian has been a tremendous leader, mentor and friend.  He has led 
our association through major shifts in the industry including the 
management of DERF and the Great Recession.  Brian’s efforts over 
the years have been nothing short of admirable.  His creative and in-
novative leadership has helped keep WFI one of the most respected 
drycleaning associations in the country.  

Brian has been able to engage all drycleaners of our association in a 
way that each member has an equal voice.  Brian was willing to listen 
to ideas from everyone and really made those ideas come to life in 
the hospitality room!  Along with his quick wit and Ronald Reagan 
impressions, Brian was second to none in showing everyone a good 
time.  I would be remiss if I didn’t mention the support staff Brian em-
ployed over the past 16 years, who also served us so very well: Kari, 
Janet, Janice, Jill, Linda, and Leanne.

As we say goodbye to Brian, his great staff, and Torii Phillips Associa-
tion Management, LLC, we have a great opportunity as we say hello 
to Chris Ruditys and his staff at Wisconsin Association Management.  
I look forward to working with Chris and his staff in the future and I 
am excited to see how WFI evolves under our new leadership.

Speaking of the new Wisconsin Association Management…Please 
don’t forget to mark your calendars for the WFI Fall Conference and 
live auction held on October 10! This year’s conference will be held 
at the Wisconsin Fabricare Institute’s NEW Headquarters of Wisconsin  
Association Management offices located at 11801 W. Silver Spring 
Drive, Milwaukee. More details will follow as the event draws near.

I look forward to seeing you all very soon!

Sincerely,
Brett Donaldson

Heat Seal Presses, Heat Seal Labels 
and Genuine Rope-Ties

You Deserve the Best!
The Ultimate Heat Seal Machine
Proudly made in the U.S.A. • Built to OSHA standards

2 YEAR 
WARRANTY

Choose from 3 models, 7 different interchangeable 
lower platens and single or dual heated platens

Toll Free

877.906.1818
www.ezpi.us 

Genuine MBH Rope-Ties
Stop Shaking Out Shirts.

Save time. Save money.
Don’t be fooled by cheap inferior ones!

• Eliminate paper tags
 with text and barcode 
 labeling solutions 

•  Automatic fabric thickness 
adjustment

• Small footprint

•  Operator Error Detections

•  Only weighs 15 lbs 

•  Ideal for retail countertops

•  Lifetime Free Technical  
Support

These Products are 

Recommended by the 

Consultants You Trust!
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By the Numbers
July 9, 2018

By Don Desrosiers, Tailwind Systems

Sometimes change can cause problems in the workplace. Some people don’t like change and fight it, tooth and nail.  I met a clean-
ing business owner who made a name for himself as a numbers guy. Outward appearances suggested he ran his company “by the 
numbers.”  Forget personalities and employees with personal issues. Forget any resistance to change, his company was run by the 
numbers.  Except it wasn’t.  In a private conversation with this gentleman, coupled with a glance at his labor hours, it was very clear 
to me that he was wasting labor in his shirt department.  It was a waste of 12 hours per week.  In PiecesPer Labor Hour terms: Three 
pieces per labor hour (PPLH) wasted.  When I called this to his attention, he was blunt.  “If I make any changes, the presser will quit, 
so I will forfeit the three pieces per labor hour.”

I’m fairly confident many readers have uttered something similar at one time or another.  I probably said or did something similar 
in my plant days, too. I know why we sometimes accept this but waste is bad in business. First, three pieces per labor hour might 
sound like pocket change but 2,200 shirts per week and a typical burdened hourly wage, comes to more than $8,000 per employee. 
This situation often includes three employees (presser, touch-up, and assembler), so we could be talking about $2,000 per month 
or $24,000 per year.

Just hearing those dollar figures might cause you to never act on an ultimatum from an employee. But probably not.

We have a limited number of people who want to work in this industry. The labor market is thin and unlikely to change.

What can be done?  I wish I had a magic formula for you.  I don’t but I do have some suggestions.

Confrontation

If employees in your plant state, “it’s their way or the highway,” you likely have a big problem. First, how did this happen? Being 
asleep at the wheel, that’s how. When piece counts declined, we did not reduce staff hours.  If you do 4,000 pieces and everybody 
works 40 hours, do all the production people work 35 hours when you do 3,500 pieces? Probably not. (Pardon me for over-simpli-
fying this example to illustrate the point.) When piece counts declined, we acted like Hem and Haw in the motivational book Who 
Moved My Cheese: An Amazing Way to Deal with Change in Your Work and in Your Life. We waited for things to return to normal, 
instead of accepting the new normal. This can lead to employees failing to understand the amount of money they make is propor-
tional to the amount of pieces coming through your doors.

“Quitters”

I have seen how if someone threatens to “quit,” they may presume you will succumb to their wishes. If you don’t, they sometimes 
recant their resignation. I worked with a management-level employee who didn’t like what was happening, so he submitted a 
three-month notice. He figured over the next three months the boss would change his tune. A plant manager in California told her 
boss she was quitting but when we let that happen, she came back the next day and said, “When I told you I was quitting, why didn’t 
you try to get me to stay?” Some employees think it’s a game.

In northern California, I was working at a plant with five pants pressers. How many did they need? One. Really. They had the owner 
brainwashed into thinking this was what they needed.
A drycleaner in Anchorage refuses to hang clothes he has taken out of the drycleaning machine. He gets a helper, because he wants 
one. The same drycleaner also doesn’t spot. I asked him if he did any spot removal. He said, “I never really got involved with that.”    
(Continued on page 5...)
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This drycleaner, working at a plant that did 1,350 pieces per week (not a 
typo), had two helpers because he refused to do any more than load and 
unload the drycleaning machines. 

Turn It Around

So what can you do about this?

There is no easy remedy, but you can get the tide to start flowing the other 
way.

Try these steps:

1.   Start with new hires. When you hire them, make it clear that in this busi-
ness, hours are commensurate with volume. Never guarantee 40 hours or 
pay a salary for a production employee whose hours must work in concert 
with the number of pieces.
2.   Have an employee meeting that explains your new policies. Hours are 
proportional with pieces. A heads-up will help and explaining this in a 
meeting will keep an employee from feeling like they are being singled out. 
Remind them businesses, by design, must be profitable.
3.   Employees will resist working harder because they know it means they 
will work fewer hours and make less money. Consider combining a couple 
of jobs. Consider the example of the five pants pressers when they only 
needed one. All of them worked a full week, about 35 hours. 1,400 pants 
can be done by one employee in a week, assuming a mere 40 pieces per 
hour rate. If I had insisted that the five pressers each press 40 pieces per 
hour, they would only work 7 hours a week, each. Impossible. By combining 
jobs, you will save money, create legitimate full-time jobs and have a staff 
you don’t need to coddle.

 
If your drycleaner says, “Do this my way or I’m walking,” and then really does walk, you will send me hate mail or hunt me down. The 
drycleaner can’t say that (but he does), and you cannot have ultimatums brought to you that succeed in getting you to fold (but you 
do). Is there a solution?  Yes, sort of.

I was working at a plant in Alabama 20-25 years ago. The employees 
banded together during their break time because they didn’t like the 
changes the boss was making. They got the boss in an impromptu 
meeting in the parking lot. They all demanded a $1 per hour raise or 
they were walking, immediately. The boss gave them their raise and 
they all went back to work, happy.

For years I struggled with this. What would I have done in that situ-
ation? I could not come up with an alternate course of action. If 15 
employees walked, who would do the work? Even if they only left 
for a day, who would do the work? How would we explain this to the 
customers who won’t get their clothes? So, if I was put into that po-
sition, I would have given the employees the pay increase that they 
demanded, except for one thing….

Understand there is a big difference between firing an employee, 
literally, and firing someone in your heart. Every one of those em-
ployees in Alabama needs to be terminated. They don’t get to make 
the rules. They are not “the boss.” Terminating the group is out of the 
question. When in doubt, remember customer service is Job One. We 
can’t let internal problems affect the customer experience.   

If you give in to the demands of your drycleaner, do so temporarily. 
Pretend he just quit. If he quit for real, you would begin a search for 
a replacement, maybe fill in yourself, or begin putting Plan B into ef-
fect. When you fire someone who needs to be fired, in your heart, you 
are clear that the ultimatum is inappropriate but you accept it. At that 
point, you can begin searching for a replacement. 
(Continued on page 6...)

90 DAY STEAM TRAP SPECIAL 
Barnes & Jones ½” and ¾” bucket traps on 

special sale thru January 31st 2018. 

Special Price $75.00 each 

These Steam Traps are better quality than 
the 890T trap and ARE rebuildable. 

Focus on Energy has Steam Incentives  

available of $60 per failed Trap. 

Give Adam a call at 262-309-3529 (cell) 

www.thuemlingsteam.com  

1225 Pearl St., Waukesha, WI 53186 

TRI-Supply Co. 

955 Industrial Court 
Loves Park, IL 61111 

“Serving much of Wisconsin every 2 weeks, other parts at 
least monthly. 

We have 6 salesmen to serve you.” 
800-289-0653 

Dry Cleaning Salesmen 
Leon Rasmussen-Northern area 

Bob Lamb-Central/Southeastern area 
John Kratz-South Central area 

Marty Goldblatt-Milwaukee area 

Laundry Technician/ 
Salesman 

Corey Falkner—Wisconsin 
Industrial Sales 

Jim Duffy 
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The employee probably figures you will get over it. In the end the employee has manipulated you. A very bad precedent to set for 
your staff.

When the replacement is found – and remember, you are terminating an employee on your terms, not the employee’s terms (big 
difference) – the drycleaner is terminated and the rest of the staff is informed why this person was terminated. You pretend the 
drycleaner quit and find a replacement. Alternately, the drycleaner leaves you in a mess and that makes you gun-shy the next time 
a similar situation occurs (and it will because the last ultimatum worked like a charm).

Will you find a replacement? Well, it is more likely that you’ll find a good employee on your timetable than if you hired the first per-
son who could fog a mirror because the former employee forced your hand.

What can go wrong? You might lose sight of your mission to fire the employee for real because it falls down on the list of priorities. 
Be as committed to replacing the employee as you would if he or she had left you high and dry. Better to not terminate an employee 
because they put you in a bad place eleven years ago.*

411 E. Wisconsin Ave.

Milwaukee, WI 53202

PROVEN LEGAL 
STRATEGIES FOR 
WISCONSIN’S 
TEXTILE INDUSTRY 

Lindner & Marsack, S.C. has served as management’s advocate in the 

workplace since 1908, with proven expertise and results in all aspects of 

labor and employment law – from collective bargaining to litigation to 

regulatory compliance. We provide a road map for clients to reach their 

business goals while assessing costs and managing risks along the way. 

Contact  

Daniel J. Finerty  

today to learn more 

about how we 

help employers in 

Wisconsin’s textile 

industry solve their  

toughest workplace  

legal challenges.

Daniel J. Finerty

DIRECT  
(414) 226-4807

(414) 273-3910

lindner-marsack.com
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Pariser Has a Complete Line of  
Products and Systems For Every Need

91 Michigan Avenue, Paterson, NJ 07503
(800) 370-SOAP x428 or (262) 930-3160 Cell
thush@pariserchem.com   •   www.pariserchem.com

Contact your local Pariser representative Tim Hush for more information.

•  Laundry chemicals —  
industrial, commercial, 
institutional

• Fire restoration

•  Water treatment 
systems — boiler, cooling 
tower, waste water

• Warewashing

•  Dry-cleaning and  
wet-cleaning chemicals

•  Maintenance chemicals
• Janitorial supplies

Industry Innovation Brings Change, Growth
Equipment can help drycleaners slash labor costs and streamline workflows, but tech tools and careful                       
management are just as important to operations.

March 14, 2018
By Ian P. Murphy

Let’s face it: Drycleaning is — and always will be — a labor-intensive business. Unless every article of clothing somehow stops at-
tracting dirt and/or wrinkling, it will require the attention of a garment care professional.

But labor costs money. And any drycleaner worth his or her (water-soluble) salt knows this is the first place to create efficiencies that 
can actually cut costs. That’s why many are looking to new equipment and streamlined workflow strategies to save on costs and 
increase profits.

Having the latest and greatest equipment is no guarantee that a plant operates efficiently, though. “Years ago, you could afford to 
pay minimal attention to productivity, because volume forgave a lot of our sins,” said consultant Don Desrosiers, president of Tail-
wind Shirt Systems. “This is no longer true.

“You must be poised to make money on every piece,” he said. “If you don’t, you will run out of pieces to process before you run out of 
bills to pay. Even with automated assembly, you need somebody to look at the garment. It’s a labor-intensive business that requires 
the skill set of a human being.”

Equipped for Efficiency

Some equipment options that emerged in the industry over the last decade have helped streamline operations. For example, ten-
sioning equipment has earned a spot on almost every plant’s production floor by helping operators deliver a reliable level of quality 
with minimum training.

“Tensioning equipment has become almost standard these days when it comes to buying new equipment,” said Brian Johnson, DLI’s 
Director of Education and Analysis. “At the very least, plants can put out a good quality product at the same speed, while cutting 
training time in half.”

Bar coding systems, which automate and streamline 
garment tracking and assembly, have also become en-
trenched in drycleaning plants. About 30 percent of the 
students in any given DLI class use bar codes in their 
home plants, Johnson estimated. “People swear by bar 
coding,” he said. “They say it’s the best thing they’ve ever 
done.”   

“We scan the garment everywhere it goes,” said Dan 
Miller, CEO of Mulberrys Garment Care, an operation 
with 16 locations in Minneapolis and San Francisco. “Do-
ing so forces you to see any waste that’s occurring and 
limits the amount of errors. You can see very quickly if 
something is off-course.”   
(Continued on page 8...)
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To track employee productivity at the counter, some operations 
now use cameras and audio equipment, Johnson said. MW Clean-
ers, in Spring, Texas, for example, keeps counter procedures consis-
tent and courteous by monitoring in-store audio. Cameras can also 
reveal who’s slacking with their smart phone.

Automatic bagging equipment can eliminate a staff position for 
many plants and reduce poly waste, Johnson said, and improve-
ments to pressing equipment such as sandwich leggers can help 
deliver a productivity boost. But many new technologies haven’t 
“spread like wildfire,” he said.

Why? Operators “go to the Clean Show and buy a pants press that 
promises 60 pairs per hour, and it does 25,” Desrosiers said. “With-
out training or follow-up, you’re not going to get to 60. You get 
25 pairs because that’s all you manage for. The key is to learn to 
manage your business and run it like a business.”

Measure and Manage

Measuring productivity is the first step toward that goal. Systems 
such as Wesvic’s PieceCounter, Tailwind’s Profit Maximizer, and the 
management functions included in many point-of-sale systems 
can help operators figure out what kind of throughput they’re get-
ting, what kind of throughput is achievable, and what each piece 
ultimately costs.

“The most important technique Mulberrys uses is data tracking,” 
Miller says. “ProductionTrac in Spot tracks how many garments 
each presser completes throughout the day. We measure pieces 
per operator hour (PPOH), cost per piece, and what labor costs. 
It prevents things from spiraling out of hand, and also gives us a 
chance to steadily and continuously get better.”

Mulberrys has tested new workflows using the same measurements, and tweaked or abandoned them based on the results. “You’ll 
almost always see a little decline at first, because people aren’t used to a new procedure. But you can find out if that’s just a blip,” 
Miller said. “It’s good to know if you’ve made a mistake, or if you’ve stumbled on something that actually improves productivity.”

Using “lean” manufacturing techniques to reduce wasteful steps, Mulberrys uses a trolley system to move clothing around the plant 
instead of Z-racks, and an automated assembly and bagging system to reduce garment jostling. Plants also employ automated stor-
age conveyors to sort clothing by route stop and set the most efficient routes through the POS system. “We track productivity and 
cost metrics every day, and continuously strive to drive them down,” Miller said.

On the production floor, half the battle is keeping staffers supplied with a steady stream of garments to process. If three pressers 
can finish 100 garments in three hours, “That’s great!” Desrosiers said. “The next hour, they do 10. Why? Because there were only 10 
pieces to press. That crew could come in an hour later, and get the same amount of work done.”

Streamlining Service

A new software company is also helping streamline workflows while it drives business. Starchup supplies client operators with a 
branded mobile app and websites that customers can use to place, track, and pay for drycleaning orders, while helping operators 
attract and engage customers and manage delivery service.

“Internet technology provides unprecedented abilities for businesses to connect with customers and identify and use data to im-
prove operations, and today’s customer expects a high level of communication and service,” said Starchup CEO Nick Chapleau. 
“Customers love the direct communication with their cleaner.”

Cleaners manage orders and customer relationships using an online dashboard. The app provides customers with e-mail and text 
alerts about order status, and places a delivery manifest on drivers’ phones that optimizes their routes.

“Direct communication with the customer via email and SMS increases efficiency,” Chapleau said. “Starchup users can send an au-
tomated notification to route customers the day before their pickup to remind them, and give them the opportunity to opt out.
(Continued on page 9...)
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www.dkattorneys.com
BROOKFIELD  |  GREEN BAY  |  MILWAUKEE 

From the boardroom to the courtroom, 
Davis|Kuelthau is your trusted partner.

With more than 50 years of experience representing family and closely-held entities 
in their corporate, environmental, labor, litigation and other business needs,  
Davis|Kuelthau is well-positioned to help you succeed.

Specific to Wisconsin dry cleaning business owners, our environmental and 
litigation attorneys represent clients in matters such as environmental compliance,  
investigations, enforcement, permitting, remediation and state and federal lawsuits.  
We guide clients through their broader business challenges as well. Together, our  
team is well-equipped to serve as your personal outside general counsel.

First-hand industry know-how. Business acumen. Personalized legal 
service. We are Davis|Kuelthau.

Don’t Forget to Sign Up for the Fall Conference!
October 10th, 2018

New Location!

11801 W. Silver Spring Drive, Suite 200, Milwaukee, WI 53225 

“We have seen operators implementing these notifications increase pickups dramatically beginning with the first week of use, 
and on average, reducing missed pickups by 20 to 40 percent per day,” Chapleau said. “In cost savings alone, Starchup delivers, on 
average, $600 per month savings in the form of fewer hours spent on the road, fewer miles driven, and less gas and maintenance.”

Tech Trial-and-Error

There’s no one-size-fits-all answer to greater efficiency; what works in one plant may backfire on another. “The trend in Japan over 
the last decade has been to move away from automation in favor of more traditional tagging and assembly,” Desrosiers said, and a 
few stateside operators have followed suit (pun intended) by abandoning bar codes.

Equipment solutions can often seem so promising that operators put the cart before the horse, Desrosiers said. One client bought 
a franchise location and wanted to install bar coding and automated assembly immediately. “He needed to learn the business and 
get more out of his employees,” he said. Another monitored the tire pressure in his vans to conserve fuel, but also employed 19 more 
staffers than necessary.

“Some plants are so high-tech that cleaning is almost an afterthought,” Desrosiers said. “I like modernization—it’s cool; it’s slick. But 
labor savings are way better. Systems don’t run businesses; managers run businesses. Managing people and systems is a compo-
nent of success.*
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to the Fitzgerald Scholarship Winners!

Elizabeth Zimmerman 
Sew Clean, La Crosse, WI

Advanced Drycleaning course
(Left)

Oscar Marin 
Prestige Cleaners, Milwaukee, WI

Advanced Drycleaning course
(Center)

Destiny Adam 
Lake Mills Cleaners & Dryers, Lake Mills, WI

Introduction to Drycleaning & Advanced Drycleaning courses
(Right)

WFI would like to thank you all for your hard 
work and commitment. Keep up the good work!

WFI would also like to thank each and every donor for their 
contributions to the WFI Scholarship Fund.



No two businesses 
are alike,
their insurance coverage 
shouldn’t be either.
Every business is different. That’s why we listen carefully to your unique needs and 
partner with a vast network of local agents to provide you with tailored coverage to protect 
your business. For more than 100 years, we’ve helped all types of businesses thrive. 
With coverages like commercial auto, workers compensation, and business owner’s 
policy (BOP), we can help do the same for you. Contact Matt Cruise at Robertson Ryan 
& Associates, 800-258-0277, or visit libertymutualgroup.com/business to learn about 
the coverages we can offer your business.

Liberty Mutual is proud to sponsor the Wisconsin Fabricare Institute.

© 2017 Liberty Mutual Insurance. Insurance underwritten by Liberty Mutual Insurance Co., Boston, MA, or its affiliates or subsidiaries.
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Schedule of Events
8:00 - 9:00am – Set up Tabletops
9:00 - 9:30am – Registration and Koffee Klutch 
9:30 - 11:30am – Dr. Rick Grandinetti – 

How to Lead For Excellence!!
11:30am - 12:15pm – Lunch �������� and  

Silent Auction 
12:15 - 1:15pm – Visit Table Tops and Sponsored 

     ���� ���
1:15 - 1:45pm – General Membership meeting

Meet the new Executive Director 
Hall of Fame Induction

1:45 - 3:15pm – Live Auction 
3:15 - 3:30pm –  ������ ������� �������
3:30 pm – Adjourn

$�� Members • $���  Non-Members 
Tabletop Exhibitor: $275 Tabletop 
Reception Sponsor: $250

WFI’s 2018 Drycleaning Expo
Wednesday, October 10, 2018
WFI Office: 11801 W. Silver Spring Dr.,
Suite 200, Milwaukee, WI

Registration
Attendee:_____________________________________________
Company:______________________________________________
0 Member 0Non-Member 0Tabletop Exhibitor 0Sponsor
(check all that apply)
Enclosed is a check for _________________ 
_____  Please charge my Visa/Mastercard - TOTAL:  $__________

The Full Billing Address associated with the credit card MUST
accompany the card number.
Name on card: ________________________________________
Card No: _____________________________________________
Exp. date:_______ 3-Digit code:_________ (Found on back of card)

Address_____________________________________________
City_____________________State_______Zip ______________

Mail to: WFI • 11801 W. Silver Spring Dr. Suite 200
Milwaukee, WI  53225

E-mail: leslie@wamllc.net

Speaker: Dr. Rick Grandinetti
Dr. Grandinetti has designed, produced, coordinated, and
conducted thousands of seminars and keynote speeches 
throughout North America. He is the author of various 
educational programs currently utilized by numerous 
organizations throughout the United States. He has 
published two books entitled "Human Motivation though  
Achievement and Drive" and "Succeed Inside the Box, 
Guaranteed."  Ad-ditionally, Dr. Grandinetti is in the process 
of writing a book which will chronicle his research dealing 
with over 1,100 or-ganizations and over two million people 
titled, "Don't be Fooled, Success is Inside the Box."

Dr. Grandinetti guarantees high energy presentations 
evoking passion and reform within an organization. He 
researches and customizes each presentation to meet the 
organization's specific objectives. Dr. Grandinetti has 
managed and navi-gated many leading companies through 
changes to alter their company culture to one of excellence.

Rooms available at Hyatt Place:
11777 W. Silver Spring Dr., Milwaukee, WI 53225. 
Mention WAM rate for $89 + tax
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Donation Form 

Auction will be held at the WFI 
Drycleaning Expo

11801 W. Silver Spring Dr. Suite 200
Milwaukee, WI 53225

OCTOBER 10th

Donating Company      Contact Person

Address        City/State/Zip

Phone     Fax     E-Mail

Please provide a brief explaination of the item you are donating...

Approximate Retail Value:  $___________
Please indicate whether your company or an individual should be credited for the donation: 

☐  Company ______________________________   ☐  Individual _______________________________

Please return this form to: Wisconsin Fabricare Institute
11801 W. Silver Spring Dr. Suite 200

Milwaukee, WI 53225
Phone: (414) 488-1692

Fax:  (888) 776-1877
Email: wfi@wiscleaners.com

*DETACH AND KEEP BOTTOM PORTION FOR YOUR TAX RECORDS*
Auction contributions to the Wisconsin Fabricare Institute, a 501 (c)(6) corporation, are not deductible as a charitable contribution, but may be deductible as a      
business expense. Consult with your own tax advisor. Your business name will be advertised as an auction donor in our newsletter, Impressions. The Annual Auction 
is scheduled to be held at the 2018 Drycleaning Expo, October 10th, 2018, at the NEW WFI Office in Milwaukee, WI. 

2018 Wisconsin Fabricare Institute Annual Auction Donation

Date

Individual/Company Name

Address       City/State/Zip

Item Donated      $ Value

WFI Annual Auction

2018

We thank you for your contributions!
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Flying the Unfriendly Skies
Comparing Air Travel and Garment Care Customer Service 

May 7, 2018
By Don Desrosiers, Tailwind Systems, Inc.

I don’t write about customer service too often.  That is mostly because, like quality, I don’t consider it up for discussion.  We are in a 
customer service business.  That means service the customer.  Even though I wrote about customer service in a recent column, I feel 
compelled to do so again for a good reason.  I found a foolproof way to ensure you are giving good service!  It’s easy, look at what 
the airlines do and do the opposite!  Really.

I happen to be a pilot and have been so for nearly 25 years.  Travel by air, no matter the means, can be unpredictable.  I fully un-
derstand that travel can be disrupted by a number of ways.  Maintenance issues, weather issues and logistics can easily disrupt an 
otherwise perfect plan.  When I whine about the airlines, it is never about these issues.  When it comes to these types of issues, I grin 
and bear them.

In business, it is not whether or not you have problems, it is how you deal with them when they arise. When the founders of Staples 
decided to get into the drycleaning business by way of Zoots, they made a critical miscalculation.  In the world of office supplies, 
when there is a quality issue with the product that you buy, this issue presents an opportunity for Staples to shine.  When there is 
an issue, Staples always takes care of it and you leave satisfied and happy.  When there is an issue in the drycleaning business, trust 
degrades. The customer loses faith in you, sometimes just a little, sometimes a lot.  You can make a customer happy, but it isn’t likely 
that you shine.  When you walk out of Staples with a new printer because your slightly-used one failed, you’re in a better position be-
cause a product you bought there failed and has 
been replaced.  I don’t think this can be replicated 
in the drycleaning and laundry business.

But I digress, let’s talk about the airlines.  I will name 
names, but maybe my editor will delete them.

Boarding Pass

I am in one of the highest levels of the United Air-
lines loyalty program.  I love it.  I get free checked 
luggage, I always sit in the same place, often the 
same seat. They know me by name.  I can change 
my flight with little or no hassle. I usually eat free.  I 
am made to feel important, every single time.  Oth-
er airlines may not know it, but I am their dream 
customer.  Every airline in the country wants a cus-
tomer that buys tickets not by price, but by sched-
ule.  That’s me. 

But every now and then, I need to fly a different 
airline.  If you want to fly to Philadelphia, USAir is 
the obvious choice.  (Continued on page 15...)
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If you want to go to Atlanta, it’s Delta.  United goes to these cities, but the routing is tedious.  It makes a lot more sense to go to 
Atlanta via Delta, so I do it, reluctantly.  Recently, I bought a ticket for this trip online, as I usually do and paid a minimal amount, 
probably $350.  Here is what happened:

I was done teaching my management Boot Camp class and I had the opportunity to return home early.  I tried to get on an earlier 
flight.  The agent told me that I had a certain class of ticket that did not allow me to change my flight, apparently for any reason. I 
thought she was rude.

I went to the Delta customer service desk, (Ah, ha!  Service the customer!) and asked if I could go on standby for an earlier flight.  
She said “that’ll be $75.  We don’t do standby.  And the flight that you want to get on is oversold.”  I responded; “So you want $75 for 
a slim chance of getting on?” This is idiotic and surely must border larceny.  She looked at my ticket and said she wouldn’t be able 
to do it anyway, because of my class of ticket.  She said, “You can’t change that class of ticket because it is a ‘basic economy ticket.’ I 
told her I had no way of knowing this. I just bought a low price ticket, which just happened to fit my schedule perfectly.  There was 
no mention of me being treated like a third-class citizen by buying this ticket.

Grounded

Now, before I go on, just think about how we could do something similar in the drycleaning business. If you offered a lower price 
for a two-piece suit, could you, or would you, give the customer less?  You would clean and press the suit, afterall. Delta did what 
was basically expected.  They did fly me from Atlanta to Providence.  But, if the customer wanted the suit a day earlier, you would 
abruptly deny their request and explain how they did not pay enough.  Free minor repairs or stain removal are merely a pipe dream, 
so forget it. The customer, like me with Delta, would never understand that they paid for sub-par service.  No one said, “If you pay 
$100 we will treat you like a customer.”  They took the money and exploited the opportunity to give poor service.  It is almost like 
they wanted to show me how bad they could be.

I asked the Delta agent, “Do you mean that if there was a vacant seat in the airplane, you would take off with the empty seat rather 
than give it to me?”  She said, “Yes.  Because of your class of ticket. ”  I was appalled, no doubt, but I’m not even sure I can assimilate 
such a policy or such a situation in our business.  How about this:  Your home delivery driver goes by your house and notices a 
suit that wasn’t supposed to be delivered until your next scheduled delivery day.  The suit is ready to go and hanging in the truck.  
“Sorry!” (No, he or she wouldn’t apologize in this example).  When you ask for the suit, the drive might say “Can’t do it.  That is to be 
delivered next week.”  You’d be shocked and hard-pressed to make sense of it.  (Continued on page 16...)
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Wasted Time

Back at the airport, because I couldn’t get on an earlier flight, I have a three-and-a-half-hour layover. As I wait, the gate is changed 
four times.  That is like someone going to your drive through and being told to park their car and pick up their order at the counter.  
You’re puzzled, but you comply.  But you really don’t understand when that happens two more times!

I asked the Delta agent if I could just fly out tomorrow.  Nope!  I would still be on Delta’s version of standby tomorrow and it would 
cost $75 to possibly be denied boarding.  How about asking a customer to pay more, to get their suit later, maybe!  Geez.  Now my 
flight was delayed two hours.  I went to the gate that had that an earlier flight nearly ready to depart.  I waited two hours.  I was on 
standby (sort of ), and seventh in line.  No seats.  Then there was another flight.  I was on the wait list, fourth in line.  But then I kept 
dropping down in the line!  All because I “didn’t pay enough” (their words).  I was eventually seventh in line.  I was a last-class citizen.  
Then, just before departure, they cleared six passengers to board.  I was left standing, punished because I didn’t pay enough!  This is 
like if you had a customer, waiting to get their dress pressed.  “It’ll be just a minute.  Your dress is cleaned, it just needs to be pressed.  
Meanwhile, six other customers come in and all of their needs are taken care of by the presser.  Just as the presser is about to press 
your dress, finally, it is quitting time and your dress is ignored.

Missed Opportunity

I am quite sure that not one of you reading this is as mean and as bad towards customers as I describe. Good thing.  But that isn’t 
the point.

Delta, in effect, said, “You are a very low priority customer.  You didn’t pay enough to be treated well, or even ‘average.’  We don’t 
know you.  Just sit and wait until we get to you.”

In reality, Delta forced me to realize that United was the way to go for me.  I’m sure that Delta takes good care of their best customers 
just like United does. I unwittingly gave Delta an opportunity to “wow” me, and they failed miserably.  They said, “We don’t know you 
and we don’t want you.  Sit down.”  They should have said, “Thanks for the opportunity to serve you and to show you why we deserve 
your business.  We are glad to have you.”  That is so far from reality that I had a heck of a time just typing it.

The lesson, of course, is to be sure that you treat all customers with respect.  You just might get them excited about garment care 
or addicted to shirt service.  The last message you would ever want to convey is, “We don’t know you.  Go back to where you came 
from.”

The next customer who walks in could be your newest best customer.  Best customers come from somewhere.  Don’t miss the op-
portunity to impress.*

MADISON, WI 53703 • WAUKESHA, WI 53186 • LAW@AXLEY.COM • AXLEY.COM

Axley Welcomes
Attorney Gallo.

Don Gallo is a partner in Axley’s 
Environmental practice group. He has 
more than 28 years of legal experience 
and more than 40 years of experience 
specializing in environmental 
engineering.  

 Î Construction
 Î Environmental

Attorney Don Gallo


 


Waukesha
262.409.2283
dgallo@axley.com
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It can be alarming to learn that your dry cleaning 
business might be responsible for unintentional 
environmental contamination. This news doesn’t 
have to ruin your reputation or your savings. Let us 
defend your business, clean up the contamination, 
and restore your property value at little to no cost 
to you. We take care of all of this, so you can stay 
open and run your business.

WE FIND FUNDS. 
WE CLEAN UP. 

YOU STAY OPEN.®

866-888-7911
enviroforensics.com/

stay-open

®
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HOW HISTORICAL INSURANCE CAN HELP GET YOUR 
ENVIRONMENTAL CLEANUP BACK ON TRACK
 WHEN THE WISCONSIN DRY CLEANER ENVIRONMENTAL RESPONSE FUND (DERF) GOES BROKE

et’s face the facts, the dry cleaning industry has seen 
its fair share of environmental problems, which are very 
complicated and costly. Some Wisconsin drycleaners are 
fortunate to have access to a limited amount of funding 
for environmental cleanup, which is partially sustained 
by a tax on certain dry cleaning solvents. If their sites are 
eligible through the Wisconsin Department of Natural 
Resources’ (WDNR) Dry Cleaner Environmental Response 
Fund (DERF), this fund can bring financial benefits to 
drycleaners required to clean up their property in 
Wisconsin. There are a few limitations to consider, 
however:

1. The DERF process is a reimbursement program 
that requires you to pay upfront for the environmental 
investigation and cleanup. Many drycleaners don’t 
have the money to pay for this work. We are even 
aware of several drycleaners who have had to take 
out business loans to make upfront payments.

2. Over the past eight years, the DERF fund has run 
out of funding three times. This leaves drycleaners in 
a scary situation since it is a reimbursement-based 
program. DERF reimbursements are currently taking 
two and a half to three years to process, meaning that 
if you made a claim today for money you already 
spent, you might not be reimbursed until the end of 
2020 or beginning of 2021. In the meantime, the 
WDNR has expressed no intention to slow down on 
its enforcement activities requiring continued 
investigation and remediation at impacted sites, 
despite the lack of available DERF funding.

3. The DERF program requires a deductible payment 
that can exceed $35,000, and caps the amount of 
eligible funding for each site at $500,000. Many 
environmental cleanups at drycleaner sites exceed 
$500,000 and oftentimes can be double or triple that 
amount.

These are frightening facts for drycleaners relying on the 
DERF. The one financial solution that is still available for 
drycleaners trying to do the right thing by cleaning up their 
properties are historical insurance assets. In Wisconsin, 

Comprehensive General Liability 
(CGL) policies from before 1985 
may very well cover dry cleaners 
for environmental releases. This 
means that if a dry cleaner can find 
its (or its predecessor’s) insurance 
assets, those policies could help pay for 
the investigation and clean up required by the WDNR. 
They would likely also protect you from any neighbors 
who could sue for environmental damage to their 
property.

Our Unique Advantage
We are the nation’s leading environmental engineering 
firm and the industry leader for cleaning up PERC 
contamination from current and former drycleaners. We 
have worked with small business owners just like you for 
over 20 years and have helped Wisconsin drycleaners 
since 2008. In fact, we are actively cleaning up over 100 
drycleaner sites right now.

Our business-oriented strategy focuses on helping 
business and property owners locate and use old 
insurance policies to help pay for the environmental 
cleanup work, which does not require you to make 
payments upfront like the DERF. Our goal is to help our 
clients achieve Site Closure and free them from 
environmental liability by cleaning up soil and 
groundwater contamination with minimal out of pocket 
expense. In the instances where our clients also own the 
real estate, our process can help restore their property to 
fair-market value. We pride ourselves on fighting for our 
client’s best interests.

Our process is proven; we have countless satisfied clients. 
Please consider having a free and confidential 
conversation with John Neu, our Wisconsin Sales 
Executive to answer any questions you may have about 
our services. 

You can reach John on his cell phone at (414) 745-4226 
or by email at jneu@enviroforensics.com.

BY: DRU SHIELDS, DIRECTOR OF SALES, ENVIROFORENSICS®

EnviroForensics® •N16 W23390 Stone Ridge Drive, Suite G •Waukesha, WI 53188 • 866-888-7911•enviroforensics.com

L
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Would YOU like to advertise in Impressions?

Contact Wisconsin Fabricare Institute 

11801 W. Silver Spring Drive, Suite 200
Milwaukee, WI 53225

Phone: (414) 488-1692
Fax: (414) 464-0850

www.wiscleaners.com
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adjective 
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Calendar of Events

August 28     15th Annual Fitzgerald Scholarship Classic
      Riverclub of Mequon
      Mequon, WI 

October 10     Midwest Drycleaning Expo
      NEW LOCATION!
      11801 W. Silver Spring Dr.
      Milwaukee, WI 53225

October 15-19     DLI School of Drycleaning Technology      
      Introduction Drycleaning Course

November 3      Registration deadline for DLI Certification Exams

November 10-18    DLI Certification Online Exam Period

November 22     DLI School of Drycleaning Technology 
      Advanced Drycleaning Course

Please Support Our WFI Allied Trades
∙ Adco/R.R. Streets
∙ AECOM
∙ Cedar Corporation
∙ Cornerstone Processing Solutions
∙ Don’s Leather & Specialty Cleaning
∙ EZ Products International Inc.
∙ EnviroForensics, Inc.
∙ E. Weinberg Supply and Equipment
∙ Foster-Stephens, Inc.
∙ Friebert, Finerty & St. John, S.C.
∙ Harris Pillow Supply, Inc.
∙ Husch Blackwell
∙ KPRG & Associates, Inc.

∙ Leather-Rich, Inc.
∙ Liberty Mutual Insurance
∙ LKH, Inc.
∙ Minnesota Chemical Company
∙ Pariser
∙ Pecard Chemical Comany, Inc.
∙ Ramboll Environ
∙ Robertson Ryan & Associates
∙ SoapTech Corporation
∙ Tri-Supply Company
∙ Thuemling Industrial Products - NEW!
∙ Wausau Chemical Corporation
∙Wilcox Environmental Engineering

WISCONSIN FABRICARE INSTITUTE, INC.
11801 W. Silver Spring Dr., Suite 200
Milwaukee, WI 53225


