Today’s Service
Department,
Part One

Challenges Faced
by Distributors
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any readers will be sur
prised or even shocked by what Lhave Lo say
about industrial cleaning systems distribu
FOT SOTVICE dl;"'l_‘li”]l tments, If | had been asked
o write this article two vears ago, | would
Fayve had different things to say. The busi-
ness landscape has changed so dramatical-
v in the last 24 months that the issues are
different now than they were even a few
meonths ago. The changes may not have
extended toall parts of the country yel and
probably have not spread uniformly.
Widespread Cost-Cutting

Before addressing the nuts and baolts of
running a service department, | want to
cover some things that are not so obvious
Here is onc example, a conversation with an
emplovec of a multibillion dollar company.
The firmt is 3 multinational company that
virtually every reader would recognize if
named. A shop supervisor called and began
asking me questions about repairing their
pressure washer, | answered the questions
until | felt the man was asking lor informa-
tion that he was not qualified to use.

In other words, he was trying to make

evaluations, repairs, and adjustments without



the proper training and test equip-

3
ment, and that posed a danger to him
and the employees-around him. | told
him that due to the dangers and lia
bilities invalved, | could not go any
further with troubleshooting and
repairs over the telephene. 1 urged
him to let me send a technician with
the proper training and test equip-
ment to repair their equipment and
return it to current safely standards
His response was that if 1 would
not help him, they would just have
to take their oil tools to a car wash
because the company was not letting
them spend any money with con-
tractors until further notice. That has
been at least a year and they still have
not allowed us to repair their maching!
D1Y Repairs

Owur distributorship is seeing cos!
cutting such as just described in
varyving degrees across our cus

tomer base. What is the big deal ol

repairing a pressure washer? It is
just a pump and motor—right? Yes
those are a couple of the compo-
nents. However, the wavs they are
assembled with the saftetv devices
are critical, T I”I‘.;"I' 15a |'||,I‘.\'|'|:-||_||,' O
unirained personnel repairing pres-
sure washers, If done impropetly, the
results can damage the equipment
beyond repair, or in the worst case

be fatal. Yet we regularly see people

rolling the dice with their safety as
well as that of their employees.

I'he term positive displacement
pump means the water must go
somewhere if the pump operates.
That is an oversimplification but it
is correct. 1f the unloader is incorrectly
placed orassembled, something is
going to break, Sometimes when
that something breaks, it can be
violent! The larger and more pow-
erful the machine, the greater the
danger. The terminology is confus-
ing L'n-:'-u;.;h for a novice: The outlet
of the pump must be P::'."I_'l.l to the
inlet of the unloader and the outlet
of the unloader must be plumbed to
the inlet of the coil, then the bypass
of the unloader is piped back to the
inlet of the pump. If you get con-
fused, vou can destroy the |_'|||_|ip-
ment or H!_"ﬂ hurt or killed

Hot water equipment typically has
a burner that may generate 10 or
more times the heat produced in
an average home water heater
Thermal expansion can raise coil
pressures at roughly 100 psi per
second if the burmer does not cut off
when the trigger gun is released
Distributors and manufacturers go
to great lengths to assure that the
burner will cut off. However, most
novices do not even know the

burner 1s supposed to cut off! Yet,

we regularly see untrained and un-
skilled personnel attlempting repairs.
Manufacturers try to consistently
engineer redundant safeties onto
equipment to prevent u'.ll.-lklmg_'-hi-:
failures, but we see untrained repair
personnel bypass, plug, remove,
and wire around them.

‘-'~.1I'{-l_1.' i5 the best and most impor-
tant case | can make to use profes
-:.ml'..'lll}; trained technicians: It is my
understanding that other countries

require yvearly inspections by certified

technicians for each pressure washer
In that regard, they are a few vears
ahead of the USA. | predict that the
same forces that drove their regulation
will cateh up with our market. (Ed.
note: Germany reqiiires annual inspec-
tion of hot water washers by gualified
techericians artd has a standard for repairs
BNIVDE O0701-1.)

When the channels of distribution

and mo,
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broadened and parts became avail
able from many big box stores, dis
tributors lost the ability te stay in the
picture for repairs and operator
safety training. The big box stores do
not have those skills and are not
likely to acquire them because of
the margins they operate on
DIY Installations

Since | have this soap box, [ want
to address natural and LI? gas equip-

ment sold direct to end users. To this
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date, I have never seen a properly in-
stalled gas-fired machine purchased
direct from the manufacturer and
installed by the customer without
distributor input. I have never talked
to a plumber, that I can recall, who
had a grasp of how much gas a pres-
sure washer requires to heat 240 to
600 gallons of water per hour and
give it a 140F rise. It is simply beyond
their scope of normal work. You do
not see boilers or heating and cool-
ing equipment for an entire building
sold and shipped direct. It is sold

through distribution for a reason.
The distributor can guide the siz-
ing, selection, and installation, even
though plumbers do the actual pip-
ing as required by local codes.
Venting is another whole safety
issue which most customers do not
grasp. Tell the average plumbing
supply house you need a 12 in. draft
diverter ‘and they will say, “You
want what?” You can purchase stack
but not always draft diverters. That
would lead me to believe there is not
a lot of our type equipment being
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installed by local plumbers. I have
been required to tell numerous cus-
tomers, “I can’t touch this thing
because the first cold day you pull
all the overhead doors down, you are
going to wipe out your entire staff.”

I will close this subject by com-
menting that numerous times I have
been called by my service people and
asked, “What should I do? The
machine is hard plumbed, both gas
and water, hard wired, and vented
with the walls practically touching
the equipment on three sides. To
top that off, it cannot be removed
from the building because the build-
ing was built around it, and the
door is half the size required to
remove the machine!” In this kind
of situation, I may have to get on the
phone with a potential new custo-
mer and decline the opportunity to
serve them. When asked why, I tell
them that my service people must
actually be able to get to the com-
ponents to test and repair their
machine. Just looking at it like a
cow looks at the moon normally
does not yield the desired results.
All these installation and service dis-
asters could have been avoided with
the input from the service depart-
ment of a competent distributor at
the installation stage.

A well-trained service and instal-
lation department can yield great
rewards for the customer by keep-
ing personnel safe from improper-
ly installed and incorrectly repaired
equipment. There is no amount of
cost-cutting that can justify facing
a widow from the witness stand.
Train your staff to sell your service
department as a great investment in
keeping your customers’ cleaning
systems operating safely and at
optimum performance. Keep the
customers’ personnel at work doing
what they were hired to do, making
monev for their companv.

I it Purstoell is CEQ of Alklean
asadena, TX dis-
of Hirs articte wall dis-

CHES funchions ard reguiremernts o




