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As autumn slides into winter and the days become shorter, we have a little more time to reflect on this
year’s results. Thankfully, and mostly due to the weather, this year has been a nice bounce back to how
we are accustomed to doing business. I talk to many contractors of all trades and, although it looks as
if we have survived the worst of this great recession, we are not out of the woods.

The good news is business is improving and moving in the right direction. There is plenty to do this winter and I hope you will
take advantage of these upcoming events:

* The national 2010 Irrigation Show — Phoenix, Ariz., Dec. 3-7, 2010. www.irrigationshow.org

* The Irrigation Association Contractor Summit http://www.irrigation.org/poc2011

* The IANY General Meeting -- Dec. 9, 2010. See announcement in this issue.

* “Down Economy” workshop — Jan. 4, 2011. See announcement in this issue.

* Education courses in March 2011. Classes, dates, times and location will be posted to www.iany.org when available

Additionally, there are events, seminars and classes for businesses outside of our organization that are worth attending.
* The NYS Turf & Landscape Assn. Trade Show, www.nystla.com

* NSLGA Trade Show, www.nslga.org
* National Irrigation Association Contractor meeting, www.irrigation.org/poc2011/

Fall and winter are good times to network and improve your business in preparation for the 2011 season that starts in approximately
110 days but, hey, who’s counting? During this time period, educate yourself in areas that will provide additional services that
you can offer your clients, such as holiday lighting, drainage and landscape lighting. Give your clients a phone call; it’s the very
best way to communicate, and ask them what services they need. You may be presently and profitably surprised by how they
respond. Keeping yourself in the game and staying involved will help you to stay mentally positive and prepared for spring 2011.

Your mission this winter is to “make something happen.”

This past season, your IANY board has worked many hours providing for our industry with education classes, lobbying efforts
in Albany, seminars, golf outing and dinner meetings. We do our very best to stay in touch with every legislator, manufacturer
and distributor that affects our business. We have much more to do this winter and I ask that everyone who has a stake in our
industry be a member and contribute in some way. A strong association can accomplish great things when everyone is involved.

At this time, I add my thanks to Gary Lynott of Storr Tractor, for all his contributions to our association. Gary has contributed
greatly over the past 10+ years. He organized and ran the education classes for several years and then developed and chaired the
Golf Committee for the past eight years. Gary has decided to step down as the golf chairman and as a board member and we
wish Gary the very best in his future endeavors.

I wish everyone happy holidays and a peaceful and prosperous new year!

Advertise in this Newsletter!

: This newsletter and past issues
For Information,

Call 631-424-0170 are archived at www.IANY.org.




' Retaining Customers in a Down Economy
By Randi Busse

Customers who don’t get helped become someone else’s customer. And, especially in this economy, we
all want to hold on to the customers that we have. Of course we wouldn’t mind getting some new ones too!
Keep reading to find out how to do both.

If I ask you what business you are in, you might say, “I’m a sprinkler guy.” However, you’d only be
half-right. You’re actually in the customer-service business. And if you think otherwise, you could be in jeopardy of losing your
customers. Of course, customers want the services you offer. They also want to have a good experience doing business with you.

Customer service is not a department. It is the responsibility of everyone in any company, from the janitor to the owner. So how
do you create a culture that is focused on your customers? Some companies think it’s as easy as hanging a sign in their place of
business that reads, “The Customer is #1.”

But is that enough? I don’t think so. Customer service is not just a slogan, it is a strategy. And a customer-service culture starts
with the owner. When every employee in an organization understands that taking care of a customer is the most important thing
they can do, you have a service culture that will drive your business.

Here are some tips for creating a customer-service culture in your organization:

* Hire the right people. A positive attitude and a smile go a long way.

* Treat your employees well. How you treat them is how they will treat your customers.

* Define your expectations of the kind of experience you want your employees to provide to your customers.
They can’t do it if they don’t know what “it” is.

* Empower your employees.

So what do customers really want?

They want your help, knowledge and expertise. They want to be treated with respect. They want to be listened to and acknowledged.
They want you to be friendly and professional. They want you to personalize the service you are providing them. Use their names
and give them yours. They want you to take responsibility and ownership. They want you to rectify problems immediately.
They want you to do what you say you are going to do. They want dealing with you to be easy.

Customers would love to be loyal. Loyalty makes life easier for the customer. They can buy with confidence and not have to go
out looking for new vendors to start a brand-new relationship with. Let’s stop making it hard for customers to be loyal to us.

Customers have more choices than ever about where they will do business. Let’s make them happy they chose to do business
with us.

Follow these steps to not only retain you customers, but also to attract new ones.

* Be genuinely interested in your customer.
* Go above and beyond what is expected.

* Create a memorable experience.

* Anticipate your customer’s needs.

* Appreciate your customer.

There are many companies that provide the same products and services you do. Help customers make the choice to do business
with you instead of your competitors.

Retaining customers in a down economy is easy. Take care of your customers. Or someone else will.
Randi Busse is president of Workforce Development Group and can be reached at 6371-598-5598.
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What to Do in a Tough Market
By Jeff Carowitz

Now it’s time to prime the pump and get customers flowing in the door again. For many companies,
the only path to profitability is increased sales. There’s nothing more to cut.

So where are you going to get increased sales if you don’t market yourself?

One contractor put it succinctly: "You can't cut your way to prosperity. You can't disappear. If you get off your customers' radar,
you're finished."

When times are slow, businesses hunker down and begin reducing expenses. Most contractors have cut all they can.

Ask yourself whether you are doing every possible thing you can to find business. Are you sitting around grumbling about “things
that will never work” and “we tried that before and it failed” while others are doing well? (Yes, I have contractor clients whose
sales are UP in the industry’s great recession.)

So what things should you think about for your recovery package?

Have a plan to stay visible with current clients. Long-term customers are always potential buyers for new items and a steady
source of referrals. Use tools like postcards, e-mail newsletters and telemarketing to promote new ideas for their landscapes.
Find new things to sell these people, and then get selling.

Get your message where the buyers are. The right advertising continues to be a smart way to build your brand and your
reputation. Select media that reach your target audience directly and effectively. "Bargain rates" for ad space are a waste of
money if the publication is not read by customers who are ready to buy your product.

Become an Internet-savvy marketer. Smart contractors
know the Internet is where customers go to investigate
landscape improvements and choose contractors. It’s also one
of the most measurable places to spend you advertising
dollars.

| . Mark Your Calendars
Does your Web site showcase your company’s skills and
advantages? Is your photo portfolio up to date? How about
your reference list? Have you implemented paid search
advertising to drive buyers to your front door? Is your .
Google-places listing current? Are you using Angie’s List, TANY General Meeting
Facebook and LinkedIn to your advantage?

One of my clients increased his winterization business by 15 ThurSday’ Dec. 9, 2010, 6:00 p-m.
ercent through Internet advertising. How’s your campaign

going? 8 & Y paig The Woodlands, Woodbury

Educate your buyer. Help your customers understand what A]bany Report and TANY Show Report
you offer. Make it clear how your company and your

products provide value. Offer tips, tools and ideas to your
clients that inspire them engage with their landscapes.

Get professional advice. The way contractors need to market
themselves has changed completely in the new economy.
Engage with a marketing expert who understands your ‘Down Economy’ Workshop
industry and businesses like yours. If you’re unsure what to

do, hold a planning session with your pro to review where . .
you’ve been and where you need to go. Featuring Jim Huston

Results-oriented marketing always begins with a clear set of Tuesday, Jan. 4, 2011, 8:00 a.m.
goals and objectives rather than a “let's try this to see if it
works.” There are no silver-bullet solutions, but the advice
of an experienced pro can help avoid mistakes and will use
your limited budget wisely. Plus, it may give you the
motivation to make changes that will help you do better in 2011.

Long Island Sheraton, Hauppauge

Marketing expert Jeff Carowitz leads a landscape-industry marketing agency.
Find him on LinkedIn or e-mail him at Jeff@StrategicForceMarketing.com.




THROUGH THE LENS:
TANY 2010 Golf Outing

Jay, Paul, Peter, Manny




Paco, Dave, CJ, Vinnie, Mike
Tom, Tom, Lee, Steve

Sean, Jim, Brett




TANY Creates Irrigation Museum
By Natalie Boyle

TANY has created a historical Irrigation Museum on Long Island for association members. The key board members
pioneering the Museum Committee are Robert Boyle, RB Irrigation; Joe Tavalaro, Custom Irrigation Corp; Marty
Klein, RB Irrigation; and former board member Gary Lynott of Storr Tractor.

have both directly and indirectly affected the irrigation industry.

The committee will be collecting artifacts, articles and various historical items for the museum, with the help of everyone in the industry. To be
directed to the committee members for information on donating or helping with the museum effort, please contact IANY through the association’s
office, 631-424-0170.

This is an excellent opportunity to educate others, especially our future generations on the progression of the irrigation industry, and to be a part of
history in the making.

TANY Newsletter to Go Digital

“IANY News Flow,” the newsletter you’re now holding in your hand, soon can be delivered to you online. Following the lead of so many
other organizations, we’re embracing the digital world. You may choose to have “News Flow” transmitted directly to your e-mail address.

Electronic distribution offers a number of benefits:

*Speed — The newsletter will arrive in your in-box as soon as it has been completed. No need to wait for printing or the vagaries of snail
mail. That way, you’ll be informed more quickly of dated activities such as the golf outing, educational sessions and membership
meetings.

*Easier to Read — The newsletter will be presented in full color, not the present mix of color and black-and-white.
Navigation will be easier with color headings, and photographs will be much more attractive.

*Cost Saving — Reducing printing and postage expenses will save IANY thousands of dollars annually.

*Environmental — Transitioning to electronic distribution will cut down on raw materials (fewer trees will be cut down) and put less in the
waste stream after we’ve finished reading and sharing each issue.

Requesting electronic distribution of IANY materials is easy. Simply send an e-mail to irrig_assoc @yahoo.com with “E-mail Delivery” as
the subject line. Provide your full name and contact information (address, phone, etc.) and, of course, your e-mail address. If there are

others in your organization to whom we should be e-mailing, be sure to provide their addresses as well. In the meantime, please visit our Web
site, www.iany.org, to stay current.

‘—.A'A‘-—
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Storr Tractor Company

Distributors of Quality Lawn Care Equipment & Irrigation

Toro Irrigation - Our Commitment Speaks for Itself .
Gary Lynott
Irrigation Specialist
Phone: 631-588-5222

175 13t Avenue - Ronkonkoma, New York 11779

www.storrtractor.com
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Education
Bobby Winter
B&A Lawn Sprinklers
631-665-4545
balawn @optonline.net

Golf Outing
Tom Tracey
Dimension II Associates
631-421-5200
tomtraceyd2a@optonline.net

Legislation
Rich Silverman
Rain Rich Sprinklers
631-423-2211
rsilverman @rainrich.com

ANV

Committee Chairmen

Membership
RB Boyle
RB Irrigation
631-324-2802
rb@rbirrigation.net

Newsletter
Rich Silverman
Rain Rich Sprinklers
631-423-2211
rsilverman @rainrich.com

Printing & Promotion
Michael A. Pallotta
Advance Irrigation

516-868-0822
mapallotta@optonline.net

Scholarship
RB Boyle
RB Irrigation
631-324-2802
rb@rbirrigation.net

Water Code
David Lambert
Sprinkl-Rite Irrigation
516-783-5200
david @sprinklrite.com

Web Site
Bob Stockton
Stockton Irrigation
631-474-1211
bobstockton @optonline.net

Prafessmnaf L

f UN QUE LIGH

Customer Service: 800.955.985 1
Brian Collins: 203.807.8705

v Northeast Regional Sales Manager

|' www.uniquelighting.com
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East Coast Sprinkler Supply, Inc.

941 S. 2" Street, Ronkonkoma, New York 11779
Phone 631-737-5656 Fax 631-737-4057

Dave Rochelle Tom Novak John (JJ) O’Hara
Billy Traina Ben Cotilleta

1044 Merrick Road, Baldwin, New York 11510
Phone 516-223-3660 Fax 516-223-0942

Joe Santacroce Jimmy Walsh
Sue Carman Lewis Okin Alex Okin

349 Union Avenue, Westbury, New York 11590
Phone 516-223-3660 Fax 516-279-4408
Patrick Anderson Chris Beck

454 NEW YORK AVENUE ~ HUNTINGTON, N. Y. 11743-3592
PHONE: 631 - 421-0505 » FAX: 631 - 121-0063

&
Jpo JOSEPH P. O'BRIEN AGENCY Insurance

INSURANCE FOR THE IRRIGATION INDUSTRY

Liability — Including Underground Workers Compensation

Commercial Automobile No Charge for Additional Insureds

Equipment Insurance Certificates Issued
Immediately

Property

Contact John J. O’Brien, Vice President

MEMBER: IRRIGATION ASSOCIATION OF NEW YORK
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Gentral Irrigation Supply Year-End Event

BUY IN 2010..PAY IN 2011
LI'S LARGEST INVENTORY

Drastically Reduced Until December 31, 2010
Buy Big..Buy Small..BUT BUY NOW!

- Irrigation « Organic Products

* PYC Pipe * Application Equipment

- Drainage - Llandscape Lighting

» Erosion Products - Fountains and Ponds

* Pumps + Equinment Sales & Rentals
- Weed Control

- Seed and Fertilizer

mamigpae & =NT E’ A I_

: TURF & IRRIGRTION SUPPL'Y
15-D Picone Bivd. g -

(631) 249-4694 www.centraltis.com QLB Fis
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Atlantic Irrigation Specialties, Inc.

Proudly partnering with the |ANY and New York Contractors

Deer Park, NY- 631.667.7801
Garden City, NY- 516.294.1096
Bridgehampton, NY- 631.537.1444
Holbrook, NY- 631.567.6616
North White Plains, NY- 914.686.0008
Albany, NY- 518.782.7070
Buffalo, NY- 716.625.9916

* For a quote, design services, or info on our
Irrigation, Lighting and Water Gardening Product Lines -
f e Call one of our Seven NY Locations!

Atlantic Irrigation Specialties, Inc.

To hold 15 billion gallons,

you would need a train of 264,539 cars spanning 3,040 miles.

(:"—:j\ JULY———-—

MP ROTATOR

— Why are we telling you this? Because 15 billion gallons is exactly how much water Hunter Industries’
i MP Rotators have saved Americans so far. That train could go from Boston to LA without moving an

inch. With 30 percent increased efficiency, the MP Rotator means even more big numbers in savings
on monthly water bills. Is 15 billion big enough? We don't think so.

15 billion gallons saved and counting...

www.hunterindustries.com/MPRotator llllll.tel.
( X

THE IRRIGATION INNOVATORS
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Irrigation Association of New York HUNTINGTON, NY
PO Box 237
Greenlawn, NY 11740

SHIFT GEARS:

To drive your bottom line.

With Rain Bird® 5000 Series Rotors,
it's about greenbacks, not callbacks.

- Greener grass with Rain Curtain™ nozzle technology.
- More greenbacks in your pocket.
- Faster installs with no special tools needed.
- No callbacks from customers about brown spots.
- Value-priced and backed by a five-year warranty.
For additional product details, consult with your
Rain Bird salesperson, or visit www.rainbird.com/shiftgears.

/’\ “Ever since | started using

Rain Bird's 5000 rotors, |
never get callbacks from my
customers. Never. And that's
money in the bank.”

—Bryan Harris,
Harris & Company

RaN I BIRD






