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ARE YOU IN THE
WINDOW CLEANING
INDUSTRY?

Do you want to learn how to
increase and/or expand your
business? Have you ever been
asked if you're certified?

Just a Few Member Benefits:

« Hands-on Safety Training Seminars four times a year. Our
seminars cover basics and planning on the following: Rope
Descending Systems/Suspended Scaffolds, Ladder Safety,
Residential Worksite Safety Seasions, Worksite Assessments,
Fall Protection, Proper Equipment Maintenance, Safe Chemical
Use and Fabricating Debris Awareness.

« [IWCA Certification Pregram: Receive a five-year certification in
Route Residential, Commercial Ground, Suspended Scaffold or
eam your High-Rise Specisalist certification to become certified
in all areas. This is a huge benefit because not only does it keep
you completely up-to-date in education, it serves as a great
marketing tool, too.

* Discounts from multiple Associate (distributor) members for
first-time members

* Members-Only Access to www.iwc a.org, a vital resource
ofinformation!

o WCA Member Toolbox—Best Practices: These tools enable
you to leverage the experience of others in the window
cleaning industry.

© Your company will be listad under the site’s Find A Windew
Cleaner saction.

« A monthly e-newsletter, The View, providing members with
valuable ideas, up-to-date information about the IWCA, new
member listings and more!

 IWCA MVP Program: As a member of the IWCA you will receive
valuable dizcounts and special offers on the products and
services that companies from all facets of the window-cleaning
industry use every day.

« A digital subscription to The Professional Window Cleansr

« [WCA Member Discussion List: The purpose of our Discussion
List is to compare notes and exchange information, so thatwe
can be more effective in our jobs of elevating the standards of
practice within the window-cleaning industry. This is the pnme
place where you have the ability to network wath your industry
peers regarding all aspects of window-cleaning.

« IWCAz Annual Convention & Trade Show: Educational Sessions,
Trade Show, Networking and Safety Training—our next
convention is Februeary 13 — 16, 2013 in 3t. Pete Beach, Fa.

Still unsure what the IWCA is all about? Visit us at wwwi.iwcea.org!


http://www.iwca.org

Issue 4

Window Cleaning Magazine

I really don’t know where | find all of the time to put this stuff together. If I'm not window cleaning, I’'m working on the Window Cleaning
Magazine.

This issue is 58 pages long and in the end we had to leave some articles out for the next issue. We have been considering the idea
of increasing the regularity of the magazine. It is looking more likely that a bi-monthly issue is what might be in store for WCM in the
future.

Let me know what you think about that and email me.

The weather has been dominating the news of late with record-breaking rainfall and storms across the UK and indeed over many
parts of the world. Here in the UK it has been the wettest few months, with June having the least amount of sun light for decades.
This constant rain will have impacted many residential window-cleaning companies across the country and work loads will be late
with monthly targets not completed.

My advice would be to leaflet during the rain for new customers if you are wanting to grow more, put in the hours on the good days
(including the odd Saturday morning) if your life and bills rely on that 2k per month target.

If you are one of the lucky one’s, that do not need to do (or want to do) any of the above, then enjoy the time off. Your customers will
understand anyway.

In this issue, we look into franchising with FISH Window Cleaning. FISH is the biggest window cleaning franchise company in the
United States. The information they give us may help some of you out there that may have thought about franchising out your own
window cleaning business.

We also look at lonic’s new Zero PPB System and Wagga reviews the Wagtail Flipper.

Be sure to cast your vote for the Best Residential Water Fed Pole 2012. Voting is open on our website.

Lee Burbidge

Visit our website and blog at www.windowcleaningmagazine.co.uk
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World Industry News

2012 Reach and Wash Roadshows from lonic Systems!

lonic has released dates of its Road Show for the summer.
Make sure you go along and check out the new Zero system.

Lee Burbidge will be at the 11* July lonic Road Show in
Leicester, so come down and say hello.

lonic says: We will be embarking on a new series of Reach & Wash
Roadshows this Summer 2012. Not only will we be showcasing our
new ZERO systems, but we will also have our full range of water
fed poles to try. With 31 different venues in so many towns around
the UK, there’s bound to be a show near you!

WCM says: The shows in June have passed so the dates published
here are for what is coming up next:

SOUTH & NORTH OF ENGLAND & THE MIDLANDS

Bournemouth, Bridgewater, Guilford and Swindon, Carlisle,
Aberdeen, Broxburn, Glasgow, Newcastle-Upon-Tyne had the
road show visit in June.

WORCESTER: Tuesday 3rd July at the Premier Inn, Wainright Way,
Warndon, Worcester, WR4 9FA

CARDIFF: Wednesday 4th July at Ocean Business Supplies, Unit
C4, South Point Ind Est, Foreshore Road, Cardiff, CF10 4SP

HEMEL HEMPSTEAD: Friday 6th July at Price Cleaning Supplies,
Unit 2, Chipperfield Business Park, Tower Hill, Chipperfield,
Hertfordshire, WD4 9LH

THURROCK: Tuesday 10th July at the Premier Inn, Stonehouse,
Lane West, Thurrock, Essex, RM19 1NS

CAMBRIDGE: Wednesday 11th July at the Premier Inn (J32 on the
A14) Ring Fort Road, Cambridge, CB4 2GR

PETERBOROUGH; Thursday 12th July at the Premier Inn
(Hampton) 4 Ashbourne Road, Off London Road, Hampton,
Peterborough, PE7 8BT

MAIDSTONE: Tuesday 17th July at Capital Cleaning, Paragon
House, St Michaels Close, Aylesford, Kent, ME20 7BU

BRIGHTON: Wednesday 18th July at the Premier Inn, Charles
Avenue, Burgess Hill, West Sussex, RH15 9TQ

PORTSMOUTH Thursday 19th July at the Premier Inn (Port Solent)
Binnacle Way, Portsmouth, PO6 4FB

HULL: Tuesday 3rd July at the Premier Inn, Ashcombe Road,
Kingswood Retail Park, Hull, Humberside, HU7 3DD

HUDDERSFIELD: Wednesday 4th July Sparkling Glass Unit 38,
Marsh Mills Luck Lane, Huddersfield, HD3 4AB

BOLTON: Thursday 5th July Walkden Group Unit 10, Watermeads
Works, Off Slaters Lane, Bolton, BL1 2TE

SHEFFIELD: Friday 6th July Ace Janitorial Supplies, 694-698
Attercliffe Road, Sheffield, S9 3RP

LINCOLN: Monday 9th July at the Premier Inn, Lincoln Road,
Canwick Hill, Lincoln, LN4 2RF
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NOTTINGHAM: Tuesday 10th July at the Premier Inn, The Phoenix
Centre, Millennium Way, West Nottingham, NG8 6AS

LEICESTER: Wednesday 11th July at the Premier Inn, Heathley
Park, Groby Road, Leicester, LE3 9QE

NORTHAMPTON: Thursday 12th July at the Holiday Inn Express,
Northampton (M1, Jct.15) Loake Close, Grange Park,
Northampton, NN4 5EZ

BIRMINGHAM: Monday 16th July at Dowding & Plumber, 17
Stockfield Road, Acocks Green, West Midlands, B27 6AP

STAFFORD: Tuesday 17th July at the Premier Inn, Stafford Road,
Shropshire, Newport ,TF10 9BY

LIVERPOOL: Wednesday 18th July at the Premier Inn, Queens
Drive, West Derby, Liverpool, Merseyside, L13 0DL

LEEDS: Thursday 19th July at Air Force Pneumatics, Airforce
House, Springwell Road, Leeds, LS12 1BH

YORK: Friday 20th July at the Premier Inn, White Rose Close,
York Business Park, Nether Poppleton, York, YO26 6RL

We look forward to seeing you there!
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Readers have been aware of the nominations for the best
residential pole 2012. The nominations have now closed and
voting is open on the WCM website at
www.windowcleaningmagazine.co.uk.

Water fed pole nominations
Voting is now open.

You can only vote once and voting is open until September
2012.

So, what are you voting on? | was asked recently: “Surely you
would have to use every pole to give a fair opinion.” And, “I'm
not sure how accurate these results will be.”

By default the winner will be the pole most used by window
cleaners and by default a window cleaner has made his
selection based on looks, value and ease of use, everything
this poll is aiming for. If a pole was of poor standard, then that
window cleaner would move to a pole that was of a higher
quality. This would be the pole that window cleaner would
vote for.

| know my personal favourite and | have already registered my
vote.

Poll’s have the habit of throwing up surprises. The indications
are showing this already, so get voting.




How Chris and Alex roll at
All County Window Cleaning, NJ.

Window m
Resource.com

$

Chris and Alex Lambrinides are the masterminds behind
the Window Cleaning Resource.com website based in New
Jersey US. The website includes an Association that
window cleaners can sign up to offering heaps of benefits.
It also includes their magazine called Window Cleaning
Business Owner (WCBO). On the same site, they run their
window cleaning supplies store.

Whilst managing these ventures the Lambrinides brothers
run a successful window cleaning company called All
County Window Cleaning.

WCM decided to catch up with the guys and ask them about
their window cleaning business. We also ask them: what
is the secret of a successful window cleaning business?

Therefore, in the spirit of WCBO we check out how Chris
and Alex roll.

WCM: Thank you for taking time out to speak with us, guys.
It appears you have the same ethos, goals and ideas about
our industry as our editor, Lee Burbidge.

You began your window cleaning company also in the same
year as Lee Burbidge in 2000. Tell us about the beginning
of All County Window Cleaning.

Chris/Alex: The beginnings were a lot of fun. For the
first year or so, we considered it a temporary situation.
I was killing time, while I finished school. There was
not any pressures or overhead costs. We put out fliers
and worked when we felt like it. | miss those carefree
days quite a bit sometimes. | was addicted to the
freedom of the business and never even considered
getting another job after doing it for about a year.

WCM: It is safe to say that the UK has a strong market in
WEFP systems. You started out on ladders just as all window
cleaners. When did you find out about WFP systems?

Chris/Alex: We bought our first set up in 2002, a 45’
tucker pole and DI tank. Shortly after that, we got our
first full-blown RO/DI system from the late great Don
Chute. That is still in operation in our company today.

WCM: Are you using WFP more than ladders these days?

Chris/Alex: Not yet, we are in a bit of an older area outside
of New York City. There are still lots of jobs with triple
track storm windows that make WFP work useless. That
will most likely change a bit in the future, as people
replace the older windows.

WCM: Why do you think WFP has not taken off as well in the
US as it has in the UK?

Chris/Alex: Probably a combination of factors:

We have less window cleaners.

You guys have the ladder restrictions that we do not.
But primarily the frequency of cleaning you guys have,
makes it much more viable. They are getting more and
more popular everyday.

WCM: Why doesn’t the US have ladder restrictions?

Chris/Alex: I'm not sure; maybe there have not been
enough deaths yet.

WCM: Do you still go out on the tools?

Chris/Alex: It has been about 8 years since Chris has run
a crew and about five since Alex stopped. Chris was on
a kick about 2 years ago where he did a commercial route
once a week. That lasted for a few months. We both still
do the windows at home and around the warehouse
though.

WCM: What squeegee do you prefer?

Chris: Unger Ergotec
Alex: Slayer

WCM: How are your teams managed?
Chris/Alex: We have six levels of employee in the field:

Senior Supervisor
Supervisor

Lead Tech

Tech

Pressure Washer
Commercial Route Cleaner

Each job has a supervisor or two on site, but everything
is co-ordinated in the office. Scheduling, drive time,
billing etc.

WCM: At peak season you can have as many as 60 window
cleaners. How do you source these and how do you weed
out the non-performers?



Chris/Alex: We have actually made some pretty serious
operational changes this year and now only have about
50 window cleaners in peak season (3 —4 months) The
rest of the year we get by with 35 or so, and a few less
than that in the winter.

It is nice because we have been able to grow
consistently this year at 18% each month, while doing
it with less people. It makes things a lot easier and
more profitable. We are doing a lot more with a lot less.
Its nice to be able to shave 10 people off the machine
and actually make more money.

WCM: For this many operatives, are they using their own
trucks? What is in your fleet?

Chris/Alex: We run all company trucks, we have 13
Toyota Tacomas. Our commercial sales rep drives a
separate company Lexus.

WCM: What training do you give?

Chris/Alex: We do two days of in-house orientation. It
includes company policies, safety procedures and
hands on squeegee training. After that, they work with
a senior supervisor for two weeks to get a feel for how
the company works with some squeegee time. After
that, we put them right into the mix with the other guys
and they work on a crew everyday.

WCM: Tell us about your integrated vehicle tracking system
and how it helps with payroll?

Chris/Alex: Our GPS system serves several purposes,
aside from the obvious tracking and monitoring, we
use the reports to firm up pay roll. If you think about
it the GPS works like a punch clock, so we look at it in
that aspect for overtime compliance. Then we use the
time on site to reconcile our percentage pay. Having
50 guys on commission pay gets very difficult to keep
track of, the GPS helps a lot.

WCM: How does your commission basis pay work? If |
went out on a crew with you today and clean 15 properties,
what percentage of pay would | get and do you use other
incentives?

Chris/Alex: It’s all based on billing so lets say you were
in a crew of two guys and you made a $1,000.00 for the
day.

If you were the man in charge of the crew you would
get 20% - $200.00

If you were the tech you would get 10% - $100.00

This is the simplest math scenario; there are a couple
dozen different ways to split it up. But it always breaks
down to — we always have 30% of the job to split and
the lead man charge gets the biggest cut of the 30%

WCM: How are your window cleaners contracted in terms
of holiday entitlements? How do you manage the pay if
your guys are rained off work? A week worth of rain and
60 crewmembers keeping dry has got to be expensive,
right? We have had a month worth here in the UK!

WCM: Well because of our commission pay structure,
we only pay in relation to how much work they
complete and bill. Therefore, if they do not work they
do not get paid.

We work very long days on average they work 4 days
a week in 10 — 12 hour shifts. So, if they get rained
out they can just catch a shift the next day.

WCM: A large part of All County Window Cleaning is
residential work?

Chris/Alex: About 90% of our work is residential.
WCM: How does your sales campaign work?

Chris/Alex: We run multiple campaigns through out
the year there is constantly something happening.

* Direct Mail goes out weekly 9 months out of the
year

* We do one e-mail a month to customers

* We have a residential sales team phone room of
three, so when the phone is not ringing the ladies
are placing calls to old customers and getting
them back on the schedule.

e Then on the commercial side, we have our com-
mercial sales manager who hits the streets daily
signing up storefront route work. He also is in
charge of acquiring larger commercial projects.

* Our website ranks very high and we also do a
little PPC.

e We do other stuff like little trade shows, lawn
signs, newspaper ads etc.




“WHAT 1S THE SECRET OF A SUCCESSFUL

WINDOW CLEANING BUSINESS?”

WCM: How do you persuade people to put lawn signs
out? Is there an incentive?

WCM: We usually just ask the customer if they are
happy with our service that day and if we can leave
it there for a few days. They can throw it out when
they are sick of looking at it.

WCM: What type of 'little trade show' do you go to in order
to sell window cleaning services and what do you do?
Do you set up a booth or some thing?

Chris/Alex: Well some of the nicer towns have "town
days" where local vendors put up a booth. We will
put a sales woman with a laptop in the booth. She
will give estimates and book appointments right on
the spot. Usually at some sort of discount. There will
also be a window cleaner in the booth with her doing
a little demo on a mobile window.

WCM: Which marketing strategy has got you the most
response?

Chris/Alex: Direct mail hands down.

WCM: Have you ever tried a marketing strategy that
totally bummed out?

Chris/Alex: Yeah we have had some big marketing
flops for sure, but nothing bombs harder than direct

=

mail in the winter. | never learn for some reason, |
keep trying it. | tried all sorts of crazy stuff the first
few years, but its pretty refined now. We stick with
what works.

WCM: What was the best-paid job you ever got?

Chris/Alex: Our best-paid job is a local college we
do every year. Our most profitable is this ladies
atrium window that we do monthly, it takes 5 minutes.

WCM: How would you round up briefly the secret of
becoming a successful window cleaning business
owner?

Chris/Alex: You need to study business and not just
window cleaning. Most window cleaners think it’s
important to be the best window cleaner in town. |
think its best to have the best window cleaning
business in town. Its also important to be able to let
go of the idea that no one can be trusted to service
your customers other than you. Letting go is one of
the best things you can do. In my case, our window
cleaners are able to service our customers better
than | ever could alone.

WCM: You plan to target work that is more commercial?
What is your game plan?

Chris/Alex: We hired a new commercial sales person
to line up appointments via the phone for our
commercial sales manager to go look at. Right now,
we are targeting specifically schools, and
universities. We want to layer up our slow months
of late July, August and September with work.

WCM: Have you taken your residential window cleaning
as far as it can go? Have you considered franchising?

Chris/Alex: We thought about franchising once but
| don’t really believe in them so we didn’t pursue it.
| think we are getting pretty close to tapping out our
local residential market, but only time will tell.

WCM: Why would you recommend window cleaning as
a job choice to others?

Chris/Alex: Its complete freedom, you get to see
amazing homes, you get a super flexible schedule
and the pay is damn good.

| try to get people into it all the time. | have been
working on getting my father-in-law set up with a
little window cleaning business. The guy sits at a
desk all day; he’s getting out of shape and hates his
job. Check back with me next year and | should have
him signed up cleaning glass for himself and loving
life.
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WHY EXHIBIT?

® Windex 2012 provides a unique opportunity for companies
involved in the window cleaning industry to market,
sell and promote their products and services to
a professional audience

® Showcase products and services at the industry’s
premier event

® Meet clients and build relationships with existing ones
® Generate new sales leads

® Build awareness in the industry to a captive audience
® Research opportunities and industry trends

® Benefit from the extensive pre-show marketing campaign.

For further Information please contact Martin Scott
Tel: 01737 855086
Emall: martinscott@quartzitd.com

www.windex.co.uk
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FISH Window Cleaning Services Inc. is the biggest
window cleaning franchise in the USA. We decided to talk
to FISH on their business growth and talk to some of their
franchise business owners.

WCM: Thank you to the FISH team for speaking with
WCM.

FISH: We welcome the opportunity to share our
background with other members of our industry. It is
heartening to see that our international community is
becoming increasingly connected.

WCM: Mike Merrick founded Fish Window Cleaning
Services Inc. back in January 1978. What was Mike’s
set up at this stage? Did he have a small team? What
is the history before the FISH franchising?

FISH (Mike Merrick): The window cleaning business
was a one-man show when | first started. As time went
on | hired employees and built the window cleaning
business, but initially just my wife, Linda, and sons, Matt
and Nathan, were working with me. | had structure for this
business including an operations manager, but | was not
structured for franchising at this time.

WCM: In 1998, you decided to franchise the business.
What gave you this idea?

FISH (Mike Merrick): | always thought franchising was
a great idea, but really did not know anything about it. |
always wanted to do it and so | did it. Money was not the
primary objective. | thought about it for ten years before
doing it. | figured this was a good business for others,

too, since it had family-friendly hours and low overheads
after start-up.

WCM: So how did you go about doing this?

FISH (Mike Merrick): After | read an article on franchising
| followed up with some of the resources in the article and
worked with a man who helped me get started and sell my
first two franchises. | learned a few lessons from that
including what not to do and applied this experience to
refining my franchisee recruitment process.

WCM: Was it a hard sell at the beginning?

FISH (Mike Merrick): The probability of any new
franchise succeeding is like any new business start-up. It
is much easier to attract new franchisees once you have
ten or 15 franchises up and running successfully. Then
you can have validation calls for prospects.

WCM: Talk about the set up for a FISH franchise?
What is involved for somebody wanting to buy in?

FISH (Nathan Merrick): We have a detailed
investigative process that the FISH franchise
development staff leads each candidate through. This
includes discovery of the business, validation with
existing franchise owners and face-to-face meetings with
the headquarters support staff and the executive team.

WCM: How do you train the franchise owners?

FISH (Nathan Merrick): We draw on 34 years of
experience owning a window cleaning business for our



training, which is a four-part process:

1. —In-depth pre-training webinars and manuals.

2. —On-site training at FISH headquarters in St. Louis,
Missouri

3. —On-site support and training in the franchisee’s
market

4. —On-going training and support in the field, annual
franchisee conference, weekly webinars, technology and
telephone support.

WCM: What benefits does a franchise owner have
compared to somebody just starting out off his or her
own back?

FISH (Nathan Merrick): A FISH franchisee has the
advantage of 34 years of window cleaning experience, a
large support staff available to work with them daily, and
a franchise community that openly shares information and
supports one another. In addition, we have regional
meetings for franchisees with guest speakers and industry
updates. We leverage our buying power to provide our
franchisees with preferred pricing on window cleaning
equipment and tools. We also have marketing and
branding materials online and in print, as well as targeted
marketing campaigns that franchisees can customize for
their individual needs.

FISH provides a comprehensive safety-training program
for our franchisees to utilize with their employees on a
weekly basis. This program covers all window cleaning
safety basics; it is OSHA compliant and in some cases
exceeds those regulations.

Most importantly, we have a proven business model for
franchisees to follow.

WCM: During the growth period at the beginning, did
the company ever creak under the stress of growing
pains?

FISH: (Mike Merrick): There was financial stress and
work stress because of the demands, but there was no
turning back. There was lots of work and lots of pressure
and a steep learning curve, but my wife, Linda, and my
sons, Matt and Nathan, worked with me, and the
company’s growth picked up speed quickly. It was like a
moving train, either get on or get off the track.

WCM: Why was the first FISH franchise opened in
Florida?

FISH (Nathan Merrick): We opened in Florida because
that is where our first qualified candidate was.

WCM: What was the game plan from this point?

FISH: (Nathan Merrick): We knew we had a great
business model that could be franchised. Our objective
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was to find more good candidates who could become
good FISH owners.

WCM: Today the company has over 240 franchises in
43 states? Did you get any trouble from local window
cleaners in these areas?

FISH: (Joe Merrell): Whenever we enter a market there
can always be the possibility of a competitor who may feel
threatened by a new window cleaning company. We see
competition as opportunity for both companies. For one
thing: there is plenty of glass to go around. Secondly:
there are competitors out there that do not provide some
services that we offer and there are services they offer
that we may not provide. In many cases, we can work
with these cleaners to move both of our businesses
forward while providing what the customer needs.
Competition should be seen as a reason to get better at
what you do not as a threat to your business.

WCM: What was your selling strategy in order to fill
these franchises with a customer base?

FISH: (Joe Merrell): Each franchisee is responsible for
growing their business from day one. The strategy is
straightforward: go out and meet every potential customer
that exists in your market and get them on the schedule!
Here at Headquarters we have strong relationships with
facility maintenance companies across the country as well
as with some national and regional companies who utilize
us for their window cleaning needs.

| also should mention that the franchisees help each other
locally, regionally and nationally to grow each other’s
businesses through contacts and information sharing.
Some of our larger markets work together exceptionally
well to provide not only leads, but also business-to-
business support for one another.



WCM: We note that FISH has won many awards from
Entrepreneur Magazine Franchise 500 to Inc. 5000
America’s Fastest Growing Companies. What type of
person is suited to a FISH franchise?

FISH: (Nathan Merrick): We have successful franchisees
from every possible background. We look for individuals
that are a good fit based on their willingness to follow a
proven system and to work hard themselves and have a
passion to succeed.

WCM: Your Company has tens of thousands of
customers across the states. Which sales technique
works best for you?

FISH: (Nathan Merrick): We go out every day and sell
services to the public. Face-to-face always works best for
us.

WCM: FISH provides a service to more than 120,000
commercial and residential customers nation wide. You
specialise in cleaning: ground level store fronts; one,
two and three story office buildings; restaurants;
banks; churches; schools and homes. What equipment
do you use? Which water fed pole system and water
fed poles do you use when not carrying out traditional
work?

FISH: (Joe Merrell): One of the advantages of having a
Home Office location is that we can test equipment in the
field with actual cleaners before it gets out to our
franchisees. Doing so provides us with the ability to tell the
owners about great new pieces of equipment or technology
and not so great pieces of equipment or technology, and
this saves them time and money.

For ground level work, we utilize the standard mop and
squeegee as well as a 12’ pole. Most of our recommended
equipment is made by Ettore although everyone seems to
have their own taste oftentimes, so there is a wide array of
brands and types being used out in the field.

We are using the 50’ Gardiner Carbon Fibre Pole and
the Ettore 4 stage RO/DI system for water fed pole work.
These tools are included in the initial kit for new
franchisees so that they can hit the ground running once
they open their doors.

WCM: What percentage of work do you think is ladder
work across the different franchises?

FISH: (Joe Merrell): Over the last few years we have
tried to reduce this type of work as much as possible.
Whenever we can, we will use a long pole or the
water-fed pole system.

That said the majority of our ladder work is still performed
on residential jobs, which typically comprise 10-25% of
our total production on average.

WCM: You offer a wide range of services too, such
as storm windows, construction clean ups, screens,
mirrors, chandeliers, ceiling fans, gutters and
skylights. Here in the UK, solar panel cleaning is just
taking off. Tell us about the solar panel cleaning side
of your business.

FISH (Joe Merrell): Solar panel cleaning also is just
starting to get off the ground here over the last couple of
years. One of the reasons is that in many cases the
consumer is not as educated as they should be about
the importance of keeping their solar panels clean. In
the past, this was more of a requested type service; it
has since grown to be more top-of-mind for the
franchisees.

To clean the solar panels we will use the water-fed pole
system whenever possible.

WCM: Is the company still a family concern?

FISH: The Company is still family-owned and operated.
S. Michael Merrick, the founder and CEO of FISH,
continues as the chief executive.

His wife, Linda Merrick, is the executive vice president.
Their son, Nathan Merrick, is vice president of franchise
development, and their other son, Matthew Merrick, is
the general manager of the company-owned FISH
franchise headquartered in St. Louis. All four are active
in the daily business.

WCM: Looking at your list of other services, could
you explain Emergency clean ups and cement
rejuvenation?

FISH (Joe Merrell): Emergency clean ups can be
anything from a last minute request for service to
construction clean up work including the removal of paint,
stains and debris from the glass once construction on a
home or business is complete.



“« V WANTED NOTHING TO DO WITH
THE WINDOW CLEANING BUSINESS”

We started offering cement rejuvenation last spring & fall
using a new product available through our vendor called
Concrete Powder. When properly applied this product
will remove dirt & oils from the concrete to make it look
almost new! This is a great alternative to power washing
for many locations. Because there is no wastewater runoff.
It is not an environmental concern as is power washing.

WCM: Which companies have the FISH franchise
attracted that have a national requirement? Could you
give us some scope on the type of client and how that
would roll?

FISH: Here are three examples of national accounts
serviced by FISH. The names of these customers are
proprietary but business descriptions are included.
LADIES SPECIALTY STORE - expanding quickly
throughout the US with approximately 300 locations.
FISH began by servicing several locations throughout the
country. As this store’s corporate headquarters began
seeing FISH invoices from several states, they contacted
FISH corporate headquarters to ask for our services at
additional locations. As the company expanded, FISH
collaborated with a facility maintenance company to cover
100% of this store’s locations, with FISH being the service
provider wherever possible.

MENS SPECIALTY STORE — with over 420 locations.
We were contacted by their corporate headquarters to
provide bids for all the locations that FISH could cover
directly. FISH now services over 325 stores throughout
the country, with each FISH office billing the store’s
headquarters monthly. We continue to add locations as
FISH opens new locations in previously unoccupied
territories.

DENTAL GROUP - with over 300 locations began
working with FISH in 2009. FISH currently services over
85 offices. FISH headquarters is contacted whenever a
new location opens to determine if FISH can provide
service in the new area. We have also taken over the
servicing of locations at which the previous window
cleaning contractor did not provide the level of service
that this company has become accustomed to from FISH.

WCM: What are the plans for the future? Where else
can you take the FISH franchise?

FISH (Nathan Merrick): We plan to continue to build the
FISH brand, find additional qualified franchisees and
expand in our open territories, and continue to provide a
high level of support for our existing franchisees to help
them grow their business. We are encouraged to see that
many of our existing franchisees are expanding their
current territories, and several of our earliest franchisees
have already renewed their franchise agreements.

WCM: Many thanks for talking with us.
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WCM talked to FISH franchise business owners to get
their personal stories.

‘l whispered to my husband, "no way!” | couldn't get
past the idea of window cleaning’

Bridget Gilding,

Owner,

FISH Madison

I'm married with three young children...ages 5, 7, 9. We
were looking for a business that would allow our family a
great quality of life.

| worked as an Allocation Manager for Famous Footwear
Corporate offices. My husband and | had been looking into
different types of franchises for a couple of years before
we came across Fish Window Cleaning.

We had been working with Franchoice, and they brought
us Fish Window Cleaning, along with a few others.

At that time also, it had been announced that Famous
Footwear Corporate was going to be relocated to St. Louis,
MO, so it felt like the perfect time to take a chance and
step into our own business. | have to be honest...
originally, | wanted nothing to do with a window cleaning
business!

Funny story...when Franchoice presented us with FISH
over the phone, | whispered to my husband, "no way!" |
couldn't get past the idea of window cleaning, but my
husband was very intrigued by the business idea, so we
moved forward with our research.

After a couple weeks of digging in, we were quickly drawn
to the Fish Window Cleaning business model. We loved
the idea of scheduled, repeat business and the idea of
being in charge of growing the business.

| attended 2 weeks of training in St. Louis prior to opening.
This training definitely prepped me to hit the road running.
| hired two employees immediately after returning home,
and utilized them to help me grow the business.



Our highest priority was to grow the business as quickly
as we could. Running every aspect of a business was a
big challenge in the beginning. Coming from the corporate
world, | was accustomed to specific roles/duties. | now
had to learn how to balance my time between HR, sales,
operations, etc.

Joining the Fish Window Cleaning team is one of the best
decisions we've ever made. After two years, my husband
joined me in the business, and we couldn't be happier.
We have such a wonderful quality of life with our kids, and
that is exactly what we were striving for.

‘Sales cures all ill’s’
John Gran,

Owner,

FISH LA

I'm married and run the business with my wife, Cynthia.
We purchased our Fish Window Cleaning franchise in July
2008. We live in Los Angeles, CA, just south of LAX
airport, in an area known as the South Bay. We are both
California natives; have a very sassy poodle named
'Velvet' and three cats.

Prior to entering the window cleaning business, | was a
VP of Marketing and Product Development for United
Healthcare, and | had also founded and ran several
smaller health care administration companies. | have a
degree in Information and Computer Science from the
University of California, Irvine.

My wife, Cynthia, is an actress and also played bass for,
and toured with the 80's band Go West. I'm an
entrepreneur and, as a product development and
marketing executive, I'm the guy you call to build a
product, department or business. | have built national
departments and very successful start-up companies.

In the VP job with United Healthcare, on Christmas Eve,
2007, | was laid off with my entire department (about 240
that | had to "let go" before closing the door behind me).
This was just as the economy was starting to fail, and |
realized most companies will not be investing in anything
new, and new product development will not be supported
for a number of years.

We looked for a business that we could build and my wife
could run if | re-entered the corporate world (or, God forbid
anything happened to me) and so we decided to purchase
a franchise.

My previous career was focused on evaluating companies
internally and externally, and we looked at 10 different
franchises, realizing we did not want automotive, food or
a lot of inventory. We looked at them all and window
cleaning was always at the bottom. | did not want to clean
windows.

When we looked at all the rest, and we did our due
diligence, we realized that window cleaning (and Fish
Window Cleaning in particular) is a great business.
Everyone you meet on the street has glass at home
and at their work place. Therefore, everyone is your
customer! Also, the way Fish Window Cleaning is set
up, | do not clean many windows - | sell our service
and build a great reputation! And we are very happy
with our choice.

Everyone is our customer. At work and at home,
everyone has glass and it gets dirty often. It's built in
re-occurring jobs, and if you do a good job, they will
use you again. Also, we are able to go out and sell
every day and make sales, we don't have to wait for
the jobs to come to us. We are 75% commercial and
25% residential, and we are growing every day. We
bought a franchise so we could focus on building the
business and not have to figure out every aspect of the
business.

In most businesses, the first year or two you are
figuring things out, we jumped right in and were up and
running and growing during this critical time. Also,
because it's a system, we can train personnel quickly
and easily, and our franchisor helps us to train and do
things better. We don't have to figure stuff out!

Lastly, our national presence and pooled
Marketing/Advertising is quite helpful. If you Google
Window Cleaning in my area, you see ads from Fish
and also our organic search rankings - it all helps. |
love having a full system behind us and 220 other
franchisees we can talk to with questions.

In my area, three competitor window cleaners have
gone out of business — and we are still growing and
getting stronger every day. My franchise is responsible
for this good fortune (also, we are pretty great
ourselves!)

We were trained to clean windows and make the
business happen. We followed the system and we are
now very successful, and growing even in a tough
economy. What was drilled into us is that "sales cures
all ills!" and we have to be selling every day. We keep
our priorities straight, follow a business plan that we
wrote and execute ourselves and we love what we do.

The most important ingredient though: We hire good
people to work with us - it's really all about whom you
hire. If you hire excellence, you get excellence. If you
hire questionable people, you get questionable results.
It's very simple.

We use our water-fed pole system every day. We
understand that WFP technology is really driven by you
folks in Great Britain because of your ladder laws.



“ « THANK YOU, GREAT BRITAIN FOR

SHOWING US YANKS ...~

When window cleaning in our area, when you get closer
to the beach, our houses get closer and closer together
and sometimes ladders are just not safe to use. So, we
began removing screens and using our WFP system to
get the windows cleaned.

We've now got it down to cleaning an entire home about
25% faster and with great results (while being safely on
the ground the entire time) and our customers love it.
So, thank you, Great Britain for showing us yanks how
to effectively use technology in the window cleaning
business!

As a corporate executive, | was never home and there
are many stresses that you take on, but cannot control.
For instance, losing your job and constant travel.

We wanted a life balance and owning our business has
allowed us to find this balance. It is hard work but it pays
off in feeling solid with the customer base we've built
and our positive impact on our local businesses and
residents. | now do not work on the weekends, and I'm
home every night at 5:30. We have a thriving business
that’s fun and growing — window cleaning has been very
good to us and Fish Window Cleaning has made it
happen.

Sometimes | hear, “its just window cleaning. Couldn’t
you have done this yourself?”

Eric Silver,

Owner,

FISH Texas

My name is Eric Silver. | am 38 years old and married. My
wife, Joanna, and | have a son, Elijah. We have two small
dogs, Marty and Chuck. We live in Hickory Creek, Texas
(part of the Dallas/Ft Worth Metroplex).

My wife and | have known each other since we were 10
years old. We grew up in lowa, but both moved to Texas
(at different times) for careers. The better weather didn’t
hurt either!

| have been in sales and marketing for most of my career
including time as a Marketing Manager for a software
company and an Account Manager for a creative agency.
Before | opened our franchise | worked for a yellow page
publisher as a District Sales Manager. | spent a lot of time
talking to small business owners learning about their
businesses. | learned a lot about different types of
businesses and how they make money.

| have always wanted to own my own business, but | never
really knew what | wanted to do.

During one of the classes | was taking for my MBA
(Masters of Business Administration) degree we talked
about franchising. | started researching the concept of
franchising and liked, especially for my first venture into
business ownership, the idea of working with someone
who had as much interest in my success as | had.

Sometimes | hear, “its just window cleaning. Couldn’t you
have done this yourself?” While | feel | could have built a
window cleaning business and been successful there are
some very important factors that a franchise, especially
Fish, provides:

1. They have already learned what not to do, so | don'’t
have to. There is no reason to reinvent the wheel. | don’t
feel | would be at the level of revenue | am seeing right
now without being part of the franchise.

2. | agreed with their business philosophies and practices.
3. There is a very large network of other people just like
me that have been in the same place | am in with my
business. These people provide an extremely rich
resource for assistance. | look forward to helping others
that are newer to the system.

4. While | pay a royalty, there are several things that | don’t
have to pay for and manage:

a. Web Site development

b. Creative development for marketing materials



“ « VLOVE BEING A PART OF A
FRANCHISE CONCEPT ... ”

c. Brand management
d. Development of internal processes

e. Development of a network of similarly minded window
cleaning business owners

| opened our franchise in the Fall of 2008 about a month
before the U.S. economy really took a big hit. Luckily, in
Texas we didn’t feel it as bad as some other parts of the
country. While the economy was the topic of a lot of negative
conversations it provided a lot of focus for me.

If | was to make this venture work | needed to work hard and
be diligent with my time. There is a lot to be said for ignoring
the “noise” and just continuing to work and do the things it
takes to grow your business. With time good things happen.

The first day | opened the office at 7 am. | worked on a
couple little things to prepare for my day. By 8:05 the phone
rang. It was a neighboring franchisee that had someone that
called him from my territory with an “emergency cleaning.”

This soon-to-be new customer didn’t know we were in
business yet. | packed up just about every piece of
equipment | had and went to the site. | estimated it, sold it,
and spent a good part of the rest of the day cleaning it. The
job had solar screens, which are used in Texas to help
reduce the effect of the sun inside a dwelling. The weave of
the screen is very tight compared to a regular bug screen.
We hadn’t gone over how to clean these in training so | had
to improvise a little. | made a call to the franchisee that gave
me the lead, made a trip to the hardware store and finally
wrapped everything up.

There have been a lot of good days and some pretty bad
days. On the worst days | am still glad | made the move to
invest in myself and open this Fish Window Cleaning
franchise. | am looking forward to growing my business and
helping the Fish brand reach new heights.

‘Once I made the decision to join Fish Window Cleaning,
everything else was easy.’
Randy Cross

| am 42 years old with a wife of almost 16 years and an
eleven-year-old son. | love to spend time with my family, fish,
golf and hunt. Now that | own a business | have a lot more
time to do those things.

| used to be in the technology sector, managing people. |
loved what | did and the people | worked for but wanted to
own my own business. When | started looking, | was not
necessarily looking at window cleaning. | worked with a
franchise consultant and they led me to Fish Window
Cleaning and three other concepts that | investigated. |
chose window cleaning because it truly was a Monday

through Friday 8 to 5 business leaving me plenty of time
for family and friends. | had no idea how to market the
business, run the business or even how to efficiently clean
a window.

Becoming part of a franchise concept was the easiest
decision | had to make. There was no doubt that | would
join a franchise to get a business off the ground.
Actually making the decision to leave my job and start this
or any other business was a whole different story.

Once | made the decision to join Fish Window Cleaning,
everything else was easy. Just follow the franchisor's
instructions. | am not kidding, follow the instructions as
closely as you can and it all happened, just like they said
it would.

The challenge was to keep following the franchise system
and

never deviate from it. There were no challenges beyond
that. | had absolute trust in the system, which made it
easier.

There is no greater feeling in my business life really. | love
first and foremost to be able to spend time with my family
on my terms. | love being able to provide a nice place to
work for my employees. | love hearing customers talk
about finally finding a reliable and reputable window
cleaner. | love being part of a franchise concept where |
can help others like me in the Fish family achieve their
dreams.

‘This is just the beginning of my journey’
Tom Schwab,

Owner,

FISH Mt

| am a native Montanan 40 plus years in age, married for
17 years and have two children. Graduated from college
with a Business Degree. | grew up farming and ranching.
While attending college | always had a job.

Hobbies include camping, hunting, fishing, and golfing
with my family.

Before window cleaning, | worked for a printing company
in sales. Like some people | have always wanted to be
my own owner/boss. | looked into window cleaning
because | wanted to stay in the service industry. Window
cleaning can be performed pretty much year round
(weather). | can monitor work and customer satisfaction
with good Quality Control. Window cleaning also allows
us to diversify into other services that compliment window
cleaning.

Yes people could go out and start up their own business
from scratch, but why not take advantage of something
as successful as Fish Window Cleaning. This allows you
to minimize errors/mistakes/risk and maximize growth and
customer satisfaction potential. The Fish Window
Cleaning Franchise already has a system, tools,



marketing and equipment in place, plus 33 years of
experience. For example | could go and buy a baby calf
and raise it for beef (expensive -- corral, feed and vaccines,
risk -- could get sick and die or it takes too long and | starve
or go broke) or | could go to a local farmer/rancher feedlot
and pick out a nice fat beef and eat sooner.

My journey started in January 2010 when | started
researching local businesses and franchises. In May 2010
| went to discovery day and signed with Fish Window
Cleaning. July: Fish Window Cleaning holds its annual
convention where | met with other Fish Window Cleaning
franchisees and built a network of support.

August: went to Fish Window Cleaning franchisee
training and September 2010 | opened my doors.

On February 2011, | paid all my bills without using my
capital. This is just the beginning of my journey.

Learning curves of the window cleaning business, start
when the day you sell a window cleaning job, hire and train

a window cleaner, experience weather (windy, raining,
snowing, or below freezing temperatures) or all the above
at the same time. Every day | learn something in the window
cleaning industry and this allows myself and the business
to grow. The best thing is | have an instructor from Fish
Window Cleaning to guide me and other franchisees assist.

To be a business owner feels wonderful for so many
reasons. Myself as a business owner allows me control on
services to provide, earning potential and flexibility to spend
time with my family. Each one of these reasons change on
the length one is in business and how successful your
business is.

The other positives of being a business owner is | can
provide jobs/employment with in my community. | get to
work with other businesses, homeowners, and individuals
with in the communities Fish Window Cleaning operates.
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My thoughts on the Aqua-dapter
by Richard Lingford

Having been a regular user of the Mk2 Aqau-dapter, | was
kindly asked by Lee Burbidge of the Window Cleaning
Magazine to have a look at the new Mk3 and to write a
review looking at the advantages of using this device and
the comparisons between itself and its predecessor.

We filmed a short instructional video, which can be viewed
on the WCM web site. Lee traveled up in his lovely Porsche
all the way from Leicester to film the footage at my home
in Morpeth and afterwards left me with the Aqau-dapter to
play with for the next couple of months....

I am in no way completely biased towards the Aqua-dapter
for | also use a belt tap on a daily basis. | myself use the
Aqua-dapter on a DIY backpack/trolley system as a water
saver where water control is paramount.

For those of you who are not familiar with the Aqua-dapter,
it sits on top of your pole before the brush and you are able
to turn the water flow on and off with a simple pull of the
pole hose, eliminating the need to look for a tap, pinch the
hose or have a trigger loop.

| have always felt the Mk2 to be a good product. Before its
discovery we were using pole taps and after treading on
them, losing them and getting wet leg syndrome, | decided
to try something different.

Well....one things for certain, you wont step on the
Aqua-dapter!

Using the john guest style push fit fittings it wont leak on
you and after putting one on your pole it will probably stay
there so there is little chance of losing it!

On a daily basis the Mk2 performed very well, making a
noticeable saving of water in the backpacks over the
aforementioned alternatives.

You should use the pole hose that comes with it as the
softer pole hoses can pop out during the day, where as
the Aqua-dapter hose seems to have more body to it, oh
and if your not using hot water go for the orange hose and
not the red as the red is designed for hot and when cold
is not very flexible.

So, the Aqua-dapter Mk2 is a good product, what
about the Mk3?

Well, if you're like me and are very proud of your
shiny and expensive pole, | don’t like to damage
it's image by pinching a pole hose, or having
dangl