CCA Brings in Trudy Adams for
Customer Service Workshop

JANUARY/FEBRUARY
2020

CCA HAS ENLISTED RENOWNED CUSTOMER SERVICE EXPERT TRUDY ADAMS TO
TEAM WITH CCA EXECUTIVE DIRECTOR
PETER BLAKE TO LEAD CUSTOMER SERVICE WORKSHOPS IN BOTH THE BAY AREA
AND LOS ANGELES AT THE END OF THE
MONTH.
The program, “Achieving Customer Service Excellence”, will be held on February 29 at the Burlingame Library and March 1 at the West LA Fire
Training Center. (See page 3 for times & details).
The program is a an interactive, in-depth examination of what makes great consumer experiences.
The program is sponsored by Cleaners Supply.
“This is NOT the same 45 minute run of the mill CSR workshop yo may have attended in
the past,” offered Trudy Adams. “This program is interactive, informative, and strives to
uncover the secrets to making sure you are delivering on your customer service promise.”
The workshop will explore ways to handle difﬁcult questions, work with difﬁcult customers, and how to sell suggested services. Attendees will learn the proper way to handle consumer complaints and how to diffuse volatile situations. Participants will not only learn the
importance of caring for customers, but the power of selling.
CCA has designed this program to be perfect for owners, managers, lead CSR’s and your
entire Customer Service Team. CCA is keeping the registration cost very low to encourage
a greater participation of your staff. The ﬁrst attendee from a member plant is $75 and each
additional attendee from the same plant is only $30, which includes lunch.
“The success of your business is largely dependent on your customer’s experience,” cautioned Peter Blake, CCA executive Director, “and the effectiveness of your CSR’s is critical. Too often we focus on just the customer care and neglect the sales portion of the job.
It today’s reality with all the diversiﬁcation we have seen in our industry, you have to train
your CSR’s how to sell your services and how to help them build a professional relationship with your customer base.”
For more information on the program, or to register, visit www.calcleaners.org or call 916239-4070.
CALIFORNIA CLEANERS ASSOCIATION / WWW.CALCLEANERS.ORG / (916) 239-4070
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EXE C U T IV E D IR E C TOR ’ S M E S SA GE ...

Take Advantage of Your
New Opportunities
DLI IS IN THE LAST STAGES OF IMPLEMENTING ITS NEW DATABASE, AND THE
NEW SYSTEMS PROVIDES YOU WITH
SOME GREAT OPPORTUNITIES TO HELP
YOU GROW.
First off, if you haven’t already done so, go in
and update your user name and password. Your
user name is the main email address you have
associated with the account. DLI will no longer be using the member number, but rather the
user name (email) you have registered with the
account. If you are like me -- that is a GREAT
Peter Blake,
thing, I can never seem to remember by member
CCA Executive Director
number when I need it. In order to do this, just
visit dlionline.org, and log in with your email and click “forgot password”. You will
then be sent a temporary password that you can use to log-in and create your own.

EMPOWER YOUR STAFF
One of the great new opportunities is for you to grant access to your employees. You
can edit your own membership information and add in the emails of your key staff
people, and then they will also be able to create their own password and will have
individual access to the database. This is a great new feature, and it will allow your
managers to explore all the things DLI has to offer and ways they can help make you
more successful.
Too often all the information is only sent to the main contact -- the owner/general manager. For many reasons, that information is seldom shared with the people who may
be able to use it the most. There is no extra cost to add in employees to your account,
and if their job status ever changes you can easily remove them from your account and
take away access.

FIND A CLEANER
The popular “Find a Cleaner” feature of the DLI website is back, and even better than
ever. You will have access to your own listing and will be able to update it with critical information. You will want to put up a picture of your location, make sure all the
information you want displayed is correct, and then add in your hours of operation.
The more information you share, the better you will look when consumers are searching for options in your area.
DLI is working to make sure “Find A Cleaner” is displayed prominently whenever
consumers are searching online for garment care. We want our members to be visible
and we are looking to drive consumers to your website and business.

DLI APPS
If you haven’t noticed yet, the old apps are obsolete and are no longer functioning.
With the new database, they are all part of the DLI website. Once you have logged
into the system from a mobile device. Locate the “Drycleaning Encyclopedia” and
you can then create a shortcut to it on your device. You can then do the same for the
stain removal tool and the Garment Analysis service. If you need help, call me and I
can walk you through it!

Peter Blake
CCA Executive Director
Peter@calcleaners.org
(617) 791-0128
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Fabricare 2020 Set for Return to Long Beach
CCA IS EXCITED
TO BE RETURNING TO LONG
BEACH FOR ITS
FABRICARE 2020
CONVENTION
AND EXHIBIT.
Fabricare 2020 is set
for August 14 - 16 back at the Long Beach Convention Center.
Booth sales have been open since December, and commitments
have already been received for over 70% of the ﬂoor space, well
ahead of previous shows.
“Exhibits like this are a tremendous undertaking,” noted Peter
Blake, CCA Executive Director, “and the planning takes well over
a year. I am really excited about the event, and I know it will be
one of the best in the entire country. We are implementing some
great changes like expanding the show to include more wetcleaning and laundry. We are making it more relevant to the garment
care professionals, regardless of the process they use. We are developing a great educational program to hold in conjunction with
the event, and exploring some new ideas that will enhance the attendees experience.”

CCA has retained the same show management company as it utilized in 2016 & 18, lead by show manager Leslie Schaeffer.
“This will be an event you can’t afford to miss,” added Blake. “We
are fortunate to have Leslie back running the show. Her unique
experience coupled with her familiarity with the venue from the
previous years gives us a great opportunity to keep improving the
show. I am excited about some of the enhancements we will be
bringing to the attendees — and the exhibitors.”
Details are still being ﬁnalized, but visitors can expects aisles full
of the latest industry technology and services throughout the exhibit hall as well as several educational programs designed to help
drycleaners be more proﬁtable and continue to be strong in the
future.
CCA has a block of rooms at its host hotel, Renaissance Hotel, at a
rate of $195 per night and a registration link is posted on calcleaners.org.
CCA will keep members and prospective attendees updated via its
website located online at www.calcleaners.org. The site includes a
complete prospectus for potential exhibitors, a ﬂoor plan, and an
up-to-date list of exhibitors. Information may also be obtained by
calling show management, (215) 830-8467.

powered by

TM

BUSINESS SYSTEMS

• Proud supporter of the industry since 1991
• Operate your POS and Plant the way you
want, not the way your software wants you to
• Flexible and easy to use
• Let technology improve your operations,
delivery and the customer experience

SPOT Business Systems is the most
comprehensive and complete system available.

www.SPOTpos.com • (801) 208-2212
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THE CCA MA NA G EMEN T REPO RT. ..

A New Year, A New Plan
Written By Dan Miller, CEO Mulberry’s Garment Care (originally submitted to American Drycleaner)

THE END OF THE YEAR
IS ALWAYS A DIFFICULT
TIME FOR US AS BUSINESS OWNERS.
We’re frantically trying to
make sure we meet our 2019
goals. In addition, there’s
usually a bunch of year-end
paperwork and other ﬁlings
that seem to gobble up the
hours. Finally, the holidays
always seem to sneak up on
us and next thing you know
the year is over. It’s a classic case of the “urgent” crowding out
the important.
With the end of year chaos going on, it’s very easy to postpone,
delay, or outright cancel the most important thing you can do at
the end of the year: strategic planning. Yet, taking the time to
craft, execute and communicate a robust, coherent strategic
plan is arguable the most critical step you can take as a business owner to make sure your team members know where
your company has been in the last year and where it’s headed
in the year to come.
There are countless ways to develop a strategic plan for the
new year and everyone has their own opinion on how it can
and should be done. At my company we have a process that
we’ve used for over a decade that works well for us, but at
the end of the day I would encourage you to ﬁnd whatever
approach works best for you and your team. My preferred
strategic planning approach is built on four core tenets:

you and your team have accomplished. But when you sit down and
take the time to do a year in review you and your team will realize how much you’ve done and be reenergized about completing
whatever is left undone.

COLLECTION OF OPPORTUNITIES FOR
IMPROVEMENT
Once you’ve completed a comprehensive look back, now it’s time
for you and your team to look forward to the year ahead. At the
core of any good strategic plan is one word: improvement. A year
in which we’re not improving is not a year worth having, so the
driving theme of your strategic plan should be one question: how
do we improve?
In my experience, the greatest difﬁculty in this part of the process
is collecting an authentic list of the company’s opportunities for
improvement. This is the case for a number of reasons: Employees
Continued on page 8

We are teaming up with
Western State Design
We have a new home

YEAR IN REVIEW
Before you can even begin to think about where you want
your company to go, you must ﬁrst force you and your team
to take a hard look at where you’ve been. To guide this approach I recommend using the strategic plan that you created
the previous year (if you have one). Speciﬁcally, go one by
one through the goals that you laid out last year and check
off the goals you’ve achieved and highlight the goals that still
remain.
This enables you to refresh your memory regarding what you
were hoping to accomplish this year and to what extent you’ve
succeeded in reaching those goals. I also recommend that you
begin this year in review process at that start of Q4 because
it will give you time to get laser-focused on completing the
goals from the previous year that have gone unaddressed.
The other side beneﬁt of taking this self-inventory is that it
tends to boost morale substantially. In the ﬂurry of activity
that characterizes a typical year, it’s easy to forget how much
6 / CALIFORNIA CLEANERS ASSOCIATION

Hayward Office

Cerritos Office

2331 Tripaldi Way • Hayward, CA 94545
510-786-9271

17000 Marquardt Ave. • Cerritos, CA 90703
562-802-7749

Contact Kelly Kelleher
• • •

Full line of Laundry Equipment, Parts and Service
Milnor — ADC — Chicago — White Conveyors Assembly
Unipress — Forenta — Parker Boiler — Sankosha — Dexter

• • •

Same familiar name, same familiar number
for all your drycleaning machines, parts and service
Kelleher Casares Equipment, LLC • 562-422-1257
Contact Joe, Mario or Kelly
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A New Year, A New Plan
Continued from page 6

may not want to be seen as criticizing their current colleagues or
management. They may fear change. They may have never been
taught how to identify and solve problems. They may be just shy.
To counteract these challenges I recommend formally soliciting
opportunities for improvement from your staff, but in a totally
anonymous way. This can be as simple as handing out notecards
and collecting them in a box or sending out a Google forms or
Survey Monkey survey.
The key here is making sure that staff understand that their opinions will be conﬁdential, and to ask probing questions to maximize the likelihood of insight. For example, “What makes your
job more difﬁcult than it needs to be”, “what annoys you about
working at our company”, “what would make your work experience better”, “how can we make our customer’s experience with
us better.” “How could we improve quality”. “What do you wish
you knew more about”.

A strategic plan can be an incredibly powerful tool in driving the
culture of your company in the coming year, but in order to do so it
must be communicated to every single person in the organization.
Otherwise, it’s a ghost.
In our company we communicate our strategic plan through an allstaff annual meeting. At the meeting we spend time reviewing the
previous year; where we succeeded and where we came up short.
We then allow different team members to present our priorities for
the year and where we hope to go. This ensures that every single
person, from the presser, to the store associate, to the President of
the company are all on the same page as to what we’re trying to
achieve.
This year, do yourself the favor of setting a course for your team
by creating a comprehensive strategic plan. It’s a lot of work, but I
promise it will pay off in spades.
As they say, a year is a terrible thing to waste!

Asking these questions and giving folks a safe space to communicate their thoughts will give you a laundry list of opportunities for improvement, which you can then synthesize
into a plan.

CREATING THE PLAN
Now that you have a clear understanding of what your
company needs to do, it’s time to make a plan on how
to execute on that in the coming year. In order to ensure
execution it’s important to ﬁrst synthesize your list of
opportunities for improvement into larger tasks. There’s
countless ways to do it, but in my experience I’ve found
a few categorizations are critical. First, Its extremely
helpful to differentiate between truly complex problems
and “quick wins”. The quick wins like “getting a new
coffee maker” or “new paint in the front lobby” should
be assigned out and allocated to whoever is responsible
right away. For the complex problems, I recommend setting aside some signiﬁcant time at your strategic planning to make sure you are all able to dig in and come up
with preliminary ideas on how to go about solving them.
After you’ve taken that ﬁrst cut at categorization the
other critical piece in strategic planning is accountability. Every task should be clearly assigned to someone
in your company with a speciﬁc timeline and metric to
make sure it is achieved. In addition, you should be sure
to conﬁrm that that person has the resources necessary
to achieve their objective. Without accountability, clear
deadlines, and the resources to achieve your goals, a strategic plan isn’t worth having.

COMMUNICATING THE PLAN
If I had a dollar for every time I’ve seen a company craft
a strategic plan and then fail to roll it out, I could retire.
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Heffernan Insurance Brokers Acquires Henderson
Insurance
HEFFERNAN INSURANCE
BROKERS, ONE OF
THE
LARGEST
FULL-SERVICE,
INDEPENDENT
INSURANCE BROKERAGE FIRMS IN
THE US HAS ACQUIRED HENDERSON INSURANCE.

“Forty seven years ago we started by insuring single-location
cleaners,” said Scott Henderson, President of Henderson Insurance. “Since then, cleaners and laundries have evolved into sophisticated, multi-location enterprises with complicated insurance
needs. Heffernan gives us broad policy offerings to allow us to
fully serve the insurance needs of every cleaner and laundry, regardless of size. The acquisition allows us to expand from serving
cleaners and laundries in only seven states to being able to serve
them anywhere in the country.”

The ﬁrm has purchased the assets of the Newport Beach-based
Henderson to join its HeffDirect division of the company. Scott
Henderson, Laura Henderson, Jackie Smith, Julie Nii, and Eric
Manzo have all joined the Heffernan team.

“This is an exciting opportunity for all involved,” observed Peter
Blake, CCA Executive Director. “Henderson Insurance has been
a big supporter of CCA and the industry, and we look forward to
working with the new team.”

With over 47 years of drycleaner and laundry insurance expertise,
Henderson has a strong background and understanding of the industry’s needs. This specialized expertise will be a pronounced
enhancement to Heffernan’s niche practices.

ABOUT HEFFERNAN INSURANCE BROKERS

“Henderson’s unique skillset and knowledge of the industry will
be a great addition to the team,” said F. Michael Heffernan, President and CEO of Heffernan Insurance Brokers. “We’re looking
forward to expanding our niche practices and our future together.”
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Heffernan Insurance Brokers, formed in 1988, is one of the largest independent insurance brokerage ﬁrms in the US. Heffernan
provides insurance and ﬁnancial services products to a range of
businesses and individuals. Headquartered in Walnut Creek, CA,
Heffernan has ofﬁces in San Francisco, Petaluma, Menlo Park,
Los Angeles, and Irvine, CA. They also have ofﬁces in Portland,
OR, St Louis, MO, and Phoenix, AZ.
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3 HANGER SUPPLY CO.

FIRBIMATIC

PARKER BOILER COMPANY

Hawthorne, CA
(887) 679-8800

Woodstock, IL
(815) 338-2355

Los Angeles, CA
(323) 727-9800

FUJI STAR SHIRT SYSTEMS

R.R. STREETS & CO.

Sylmar, CA
(818) 361-1066

Naperville, IL 60007
(800) 4STREETS

FULTON BOILER WORKS

RETERRO INC

Pulaski, NY
(315) 298-5121

Livermore, CA
(925) 227-1192

A.L. WILSON CHEMICAL CO.

Kearny, NJ
(201) 997-3300
ALBATROSS USA INC

Los Angeles, CA
(800) 233-4468
BECREATIVE360

Orange, CA
(949) 270-1609
CALCLEAN INC

Orange, CA
(714) 921-1234
CHEVRON PHILLIPS

The Woodlands, TX
(800) 858-4327
CLEARENT INTELLIGENT PROCESSING

Endorsed by CCA
clearent.com/cca

GARMENT MANAGEMENT SYSTEMS

SANKOSHA

Little Rock, AR
(501) 420-1682

Elk Grove Village, IL
(847) 427-9120

GOLD STATE LAUNDRY SYSTEMS

SEITZ “THE FRESH COMPANY”, INC

Jerry Moore
(800) 941-6673

Tampa, FL
(813) 886-2700

GREENEARTH CLEANING

SELECT RISK INSURANCE SERVICES

Kansas City, MO
(816) 926-0895

Long Beach, CA
(562) 216-9016

HENDERSON INSURANCE AGENCY

SIGMA GARMENTS FILMS

Newport Beach, CA
(949) 863-0900
HENDRICKS MECHANICAL

COLUMBIA/ILSA

West Babylon, NY
(631) 293-7571

Fullerton, CA
(949) 633-9616
ITSUMI USA, INC

Rancho Dominquez, CA
(310) 344-2732
SNA MANUFACTURE

Acworth, GA
(678) 631-1010
SPOT BUSINESS SYSTEM

Arlington, TX

Gardena, CA
(310) 532-0534

Draper, UT
(801) 495-1200

DANIEL STEAM INC

KLEEN-RITE, INC.

THE GREEN GARMENTO, LLC

COVERS ETC, INC

Torrance, CA
(213) 926-9113
DARK POS

Jalil Fanaian
(404) 996-0336
www.darkpos.com
DROP LOCKER

San Francisco, CA
(805) 886-9445
ENVIROFORENSICS

Indianapolis, IN
(317) 972-7870
EZPRODUCTS INTERNATIONAL, INC.

Wauchula, FL
(863) 767-0155
EUROPEAN FINISHING EQUIPMENT

Secaucus, NJ ,
(201) 210-2247
FABRICARE MANAGEMENT SYSTEMS

Acwoth, GA
(770) 966-9323
FABRITEC INTERNATIONAL

Florence, KY
(859) 781-8200

St. Louis, MO
(314) 353-1712

Chatsworth, GA
(323) 512-2600

KREUSSLER, INC

THE ROUTE PRO

Tampa, FL
(813) 884-1499

Edgeton, MO
(816) 739-2066

KELLEHER EQUIPMENT SUPPLY INC

UNIPRESS CORPORATION

Long Beach, CA
(562) 422-1257
LEONARD AUTOMATICS

Tampa, FL
(813) 623-3731
UNISEC/NY

Denver, NC
(704) 483-9316

Irvington, NJ
(973) 375-1111

MEGS ENVIROTECH SOLUTION INC

UNITED FABRICARE SUPPLY, INC

Huntington Beach, CA
(714) 343-6109

Los Angeles, CA
(310) 537-2096

MEMORIES GOWN PRESERVATION

US WESTERN MULTITECH INC

Houston, TX
(866) 492-4696
METALPROGETTI US

Phoenix, AZ
(602) 944-2923
NORCHEM CORP.

Los Angeles, CA
(323) 221-0221

Anaheim, CA
(714) 525-3616
WHITE CONVEYOR

Kenilworth, NJ
(908) 686-5700
YAMAMOTO JAPAN, INC

Smithville, MO
(816) 729-1223

PACIFIC STEAM EQUIPMENT

Santa Fe Spring, CA
(562) 906-9292
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For up to date news and information,
visit us at www.calcleaners.org

