
April 2022 //  Vol 40, No 4

Air-to-water heat pumps
gaining national attention

Scald prevention valves:
The last line of defense

WATER FILTRATION

DEMAND GROWS

POST-PANDEMIC



https://www.nationwide.com/


A P R I L  2 0 2 2
CONTENTS

Demand for water �ltration

systems grows post-pandemic
Plumbers have an untapped opportunity in

offering water treatment solutions.

simonkr/Vetta/

FEATURES

Smart plumbers embrace smart

home plumbing technology
Connected products are no longer just for

luxury.

Scald prevention valves: The

last line of defense
DHW recirculation system provides accurate

balanced tempered water control for new

hotel.

PM Pro�le: Air-to-water heat

pumps gaining national

attention
PM Columnist John Siegenthaler guest-stars

on PBS’ “Ask This Old House.”

Hydronic retro�t brings utility

and style together
Viega products aid in residential domestic

water supply and heating system renovation.

Scenes from the 2022 Kitchen &

Bath Industry Show
After two-year COVID hiatus, �rst in-person

industry show is a success.

COLUMNS

 Nicole Krawcke

John Siegenthaler

Dan Holohan

Kenny Chapman

Dave Yates

Matt Michel

 Brad Williams

 Ray Kosick

Danielle Putnam

DEPARTMENTS

Industry News

The Glitch

Product Focus: Pumps

Product Focus: New Products

Classi�ed Marketplace

Advertiser Index

April 2022PMmag.com

https://www.pmmag.com/


http://www.navieninc.com/


eMagazine Navigation Guide

April 2022PMmag.com

https://www.pmmag.com/


EDITORIAL OPINION

B Y  N I C O L E  K R A W K E

The video call revolution

Plumbing contractor �nds success during coronavirus pandemic by

offering video service.

Levi Torres, president and owner of Denver-based High 5 Plumbing, talks to a customer during a High 5 Live video call.

When the COVID-19 pandemic struck, the world drastically changed as businesses shut down and

employees moved to work-from-home settings. Once used mostly by the tech industry, video chat

software companies such as Zoom, Go To Meeting and Microsoft Teams saw huge increases in demand

as people began using these services for work, school and even to stay in touch with family members.

Even doctor’s visits became virtual.

You may be thinking, “This is all well and good, but it can’t possibly work for plumbing contractors.”

Well, one company is out to prove di�erently. Denver-based High 5 Plumbing established an online

service option for customers called “High 5 Live” — and they had the foresight to do this all before the

pandemic even began.

“We were getting a lot of calls from people asking for a price for certain replacements or installations,”

says Levi Torres, president and owner of High 5 Plumbing. “Realistically, we didn’t feel comfortable giving

prices over the phone. We were probably missing seven to 10 leads a day with people who just wanted a

price. So, we decided at that point that we would start the High 5 Live program, which was connecting

with people however we could, whether it was over Skype, Zoom, FaceTime, Instagram or Facebook. We

were using anything possible to try to get people to let us get eyes on the job. This was in March 2018.

Then, we spent all of 2018 kind of �ne-tuning the program.”

 After a year of trial and error, High 5 Plumbing settled on using only one video platform — BlueJeans

Video Conferencing. They just send a link to customers to access a chat room, and anyone can access it

through any device (mobile, tablet or laptop) as long as they have internet access. Homeowners don’t

need to download a new app, which was appealing for High 5 Plumbing. Essentially, Torres notes they

got the kinks all worked out just in time for COVID to hit in March 2020.

 “It was very convenient because a lot of people in our market were kind of scrambling and trying to

�gure out how to do virtual estimates, and for us, we already knew what we were doing,” Torres says.  

High 5 Plumbing has successfully virtually diagnosed jobs for pipe leaks, garbage disposal issues, toilet

repairs, drain clogs and water heater issues, to name a few. The company schedules virtual appointments

in 30-minute windows and estimates are completed by any of High 5 Plumbing’s four team leaders.  

 High 5 Plumbing Service Manager Jay Owens FaceTimes during an early High 5 Live video call.

“The technician gets in the chat room and we treat it just like a normal service call,” Torres explains. “We

ask all the same questions. We just use the homeowner as a remote control now. Like, ‘Great. Can you go

down in the basement and show me the main water shuto� valve? OK, perfect. Does that turn? No? OK,

it’s locked. We may have to do some work with that. Now, can you show me the model and serial number

on your water heater?’ We just use them to show us everything we need to provide an accurate price.”

Torres acknowledges estimating a job over a virtual video call is still really hard.

“Three of the biggest reasons that cause plumbing failures in a home are water quality, water pressure

and age — two of those things I can’t test over video. We just endeavor to explain to our customers. ‘Hey,

listen, I think your toilet is running because your water pressure in the home might be excessively high. I

can’t test it over video, but that’s my professional assumption, so that’s why we need to get a technician

out there to con�rm the pricing.’ Whenever we give a price over video estimate, it’s never con�rmed until

we get on-site and get eyes on it. Then, we con�rm the price is good, and then go forward with work at

that point. The High 5 Live appointment is really just another touchpoint to get them to understand why

it’s important for us to be on site.”

On average, High 5 Plumbing does between seven to 10 video calls per week, and Torres estimates

about 70% of those calls turn into customers. During peak COVID from March to June 2020, the company

was completing about 20 High 5 Live calls per week.

The service is also free for customers, Torres notes. “We charge $49 to go to the home, but we will have a

10-15 minute conversation for free all day. We use it more of an educational tool that automatically helps

with our plumbing business.”

Plumbing contractors already need to adapt to an ever-changing industry by staying up-to-date on the

latest products and trends, but they should also be staying current with the latest technologies such as

video chat, web chats, customer text messaging and more that will help improve their customer

satisfaction and their bottom lines.

“The feedback has been nothing but positive,” Torres adds. “We’ve found the people who want to use it

love it, and the people who don’t want to use it would rather have us at their house anyways.”

Photos courtesy of High 5 Plumbing

Nicole Krawcke  is chief editor of Plumbing & Mechanical.
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PHCC Educational Foundation scholarships offer tuition assistance

This year, the Plumbing-Heating-Cooling Contractors — National Association (PHCC) Educational

Foundation scholarship program will award up to 61 scholarships totaling $160,000. Awards are available

to plumbing and HVACR apprentices working for PHCC—National Association members, trade school or

community college students taking plumbing or HVAC classes and college students pursuing majors

directly related to the plumbing-heating-cooling industry.

All applicants are required to answer a few questions about their interest in the trades and career plans,

plus provide a letter of recommendation. Apprentices can get that recommendation from their contractor

employer, while trade school or college students can have an instructor or guidance counselor write their

recommendation. With those materials prepared, the application process can take as little as 15 to 30

minutes. Awards range from $1,000 to $10,000; with the most awards set at $2,500 each. The deadline for

all submission materials is May 1, and the application can be found at phccfoundation.org/scholarships.

“Some contractors pay for their apprentices’ training - we still want those apprentices to apply. Union

apprentices who are expected to pay for their own textbooks should apply as well,” said John Zink,

Foundation vice president of development and communications. “These awards are intended to smooth

the career path for individuals interested in joining our industry, and to make professional training

a�ordable for the apprentice and their employer.”

Apprentice applicants must be working for a contractor member of the PHCC — National Association.

The scholarships are funded by contractor donations to the PHCC Educational Foundation and by these

corporate sponsors: A. O. Smith, Bradford White Corp., Delta Faucet Co., Moen, RIDGID, Scorpion Home

Services Marketing, State Water Heaters and Viega.

Bradford White, PHCC extend exclusive partnership agreement

Bradford White and PHCC announced the renewal of their exclusive strategic partnership agreement and

con�rm their joint commitment to promoting and strengthening the plumbing and HVACR industries.

The continuing partnership between two of the PCHP industry’s most trusted organizations re�ects their

shared mission to support professional contractors and their teams through investments in training,

education, recruiting and advocacy resources.

“Our exclusive strategic partnership is based on the foundational values that drive Bradford White and

PHCC,” said Joel Long, president of PHCC. “Bradford White’s deep, demonstrated commitment to the

priorities of contractors aligns with PHCC’s dynamic initiatives for advancing the industry, and together we

can enhance the positive e�ect we have on the lives of professionals on the ground who are providing

essential plumbing, heating and cooling services now and in the future.”

Through its strategic partnership agreement with PHCC, Bradford White supports a range of scholarships,

programs and initiatives dedicated to the advancement of contractor education and excellence,

contractor business development, and promoting the value of the trades, including:

The PHCC Educational Foundation, which provides innovative educational programming to enhance

the growth and success of the plumbing and HVACR industry workforce;

The SkillsUSA Plumbing Championship, a national competition for high school and post-secondary

students featuring more than 16,000 competitors, instructors, industry representatives and volunteers;

The Invest in Your Future Campaign, a fundraising e�ort supporting future workforce development;

and

PHCC Education Partner, in support of PHCC education and training that provides PHC business

owners and their employees with easy access to high-quality education and training opportunities.

“Bradford White’s unique relationship with PHCC through the years has given us an opportunity to elevate

and amplify our investment in the plumbing, heating and cooling industry,” said Carl Pinto Jr., senior

director of marketing communications for Bradford White. “Supporting the hard-working professionals in

our industry and developing future generations of PHC experts not only enhances the current state of our

profession, it’s critical to ensure safe, reliable delivery of essential services for years to come.”

REHAU Group suspends operations in Russia

REHAU Group announced is has suspended operations in Russia, due to the development of the crisis

and the su�ering of the people in Ukraine. As a company that operates in Ukraine, as well as in Russia

and Belarus, it emphasizes its position:

REHAU strongly condemns the attack on Ukraine and its people;

It is a war against humanity, the freedom of all of us and peace in Europe; and

Thus, against the values for which we as a REHAU Group stand with all of its subgroups.

The company has decided to suspend our operations in Russia and Belarus until further notice.

Russia in particular, where REHAU has been present for many years, is an important market for the

company. The company stated it hopes the situation will soon change in such a way that it can resume

our activities in both countries.

REHAU said its priority is the safety of its colleagues and their families in Ukraine and those that are

leaving the country. The company began preparing possible contingency plans some time ago. Concrete

help is underway at various levels:

Via the emergency aid fund “Family for Families,” which has been endowed by the company with a

signi�cant sum to provide immediate assistance, but also to support reconstruction later on;

Via the crisis taskforce, which coordinates support for our team in Ukraine, but also for the people

�eeing. We are in constant contact with the local management for this; and

And via an account we have set up for donations from our 20,000 employees worldwide.

Dr. Veit Wagner, president of REHAU Group, stated, “We hope for a peaceful outcome and our thoughts

remain with everyone a�ected by the con�ict.”

Manhattan Mechanical achieves three-year, zero OSHA-recordable

record

Manhattan Mechanical Services announced a third consecutive year with zero OSHA recordables. As

Chicagoland’s premier merit shop mechanical contractor, a proactive approach to safety has created a

deeply ingrained safety culture that drives this impressive record.

The Occupational Safety and Health Administration (OSHA) enforces safety standards in the workplace to

ensure safe working conditions for workers, o�ering employers training, outreach, education, and

assistance to maintain a safe and healthy work environment. Employers are required to record any work-

related injuries and illnesses that require medical treatment beyond �rst aid or involve a loss of

consciousness, time o� work, work restrictions, transfer of jobs, diagnosed cases of cancer or chronic

irreversible diseases, fractured or cracked bones or teeth, punctured eardrums, or fatalities.

As a result, OSHA utilizes this information to evaluate risks and hazards in the workplace with the intent to

identify and prevent further injury, illnesses, or fatalities. OSHA safety standards are responsible for saving

thousands of lives and preventing countless injuries and diseases.

At Manhattan Mechanical, high safety standards remain paramount in each project’s execution and quality

mechanical services. A safety-�rst approach is crucial to mitigate risks, according to corporate safety

manager Nate Hassett.

“The credit goes to our employees for being able to perform projects injury-free,” says Hassett. “Their

input and reaching out to our safety department are huge factors in our success and contribute to our

safety culture.

“Our employees are the key to the successful safety culture that we’ve built,” Hassett adds. “From the

supervisors to the foreman, to our safety and training departments, etc., our commitment to safety is a

shared responsibility that we take to heart. If it can be done, it can be done safely. This is why Manhattan

Mechanical stands above the rest.”

MAX Service Group names Greg Wells president

MAX Service Group, which operates a number of leading heating, cooling and plumbing companies in

the Midwest, is proud to announce Greg Wells as its new president. Wells, who has been with MAX

Service Group for more than six years, started with the company in the role of �eet and safety manager

and spent more than four years as director of sales before being promoted to vice president, and now,

president.

Former MAX Service Group President Jacob Huck will remain with the company as a special project

manager.

“It is an honor to lead MAX Service Group, and I hope to follow the superior leadership footsteps left by

Jacob Huck,” said Wells. “Time and time again, I’ve been in awe of the way this company has been able

to not only impact customers through exemplary services but make a real impact in the communities it

serves, as well. I’m thrilled to continue with MAX Service Group in this new role, and am con�dent we’ll be

able to expand upon our top-notch reputation to do more great things in the industry and in the Midwest.”

“When I decided I wanted to step away from the President’s role with MAX Service Group to spend more

time with my family, my instinct was to look within the company for a successor,” Huck said. “Greg

immediately came to mind. He has a long history of success with MAX Service Group and is an incredible

leader. I have no doubt he’ll push the company forward in meaningful ways, and I am con�dent he’ll help

spur more growth for the business.”

MAX Service Group operates Williams Comfort Air and Mr. Plumber in central Indiana, Thomas & Galbraith

Heating, Cooling & Plumbing in southwestern Ohio, Buckeye Heating and Cooling in greater Columbus,

Ohio and Jarboe’s Heating, Cooling & Plumbing in greater Louisville, Kentucky.

Power Selling Pros launches social media show to help contractors

improve customer service

Power Selling Pros, a customer service and call handling training company, is helping improve customer

service for contractors with the launch of its new show “This Call May Be Recorded.”

During the show, Power Selling Pros Head of Marketing Zac Garside listens to customer service calls and

discusses how the CSR could have improved the experience.

“Customer service calls provide a great opportunity to create repeat business, but oftentimes contractors

don’t emphasize or realize its importance,” Garside said. “We want to change how home service

contractors think about customer service because it can be a di�erence-maker when it comes to growing

their business.”

“This Call May Be Recorded” airs live every Friday at 11 a.m. MST on YouTube and Facebook. From

installation calls to conversations with callers who dialed the wrong number, Garside covers a variety of

situations on the show.

“When we receive a call from a customer, it is the �rst and only time they give us their undivided

attention,” said Brigham Dickinson, president and founder of Power Selling Pros. “In today’s digital world,

booking an appointment can easily be done online, but the customer calls because they want the

personal interaction. That is the perfect opportunity for contractors to build the relationship, which is why

it’s vital for home service business owners to invest in the time to train their CSRs. It can take your

company to the next level.”

To watch “This Call May Be Recorded” or submit your recorded calls to be on the show, visit

powersellingpros.com/this-call-may-be-recorded.

For more information about Power Selling Pros, visit powersellingpros.com.

Caleffi announces
promotions

Cale� North America announced the promotion of six employees. The moves help position Cale� for

continued growth and demonstrates the company’s commitment to leadership cultivation.

General Director and CEO of Cale� North America, Mark Olson, noted, “We no longer are a small

company. The latest appointments recognize the achievements of these veterans to date and add to our

growing team of leaders and future leaders. What they all have in common is a passion for what they do

and the ability to inspire others to do likewise. They contribute greatly to Cale�’s innovative leadership in

the marketplace while creating a fun, family-type culture to be associated with.”

The promotions include:

Mike Schreiner named chief technology o�cer;

Mary Olson named marketing director;

Cody Mack named product manager;

Max Rohr named manager, education and industry engagement ;

Dan Phelps named senior manager, planning and customer service; and

Jesus Saavedra named warehouse manager.
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HYDRONICS WORKSHOP

B Y  J O H N  S I E G E N T H A L E R

Comfort is not a commodity
Don’t treat it as such…

Aside from the fact that they are all used in hydronic heating systems, what do the following items have in

common?

PEX tubing;

3/4-inch copper elbows;

Boilers; and

Ball valves.

The answer is they are all commodities in the North American hydronics market. There are dozens of

choices for all of these items from a wide variety of manufacturers. You can buy all of them at traditional

wholesalers, “big box” stores or online. Price is often the major determinant of which brands sell the most.

The majority of your clients don’t know enough to specify which brands of these commodities they want

in their system. Most don’t care. Instead, they trust you to make the right selection. After all — you’re the

professional.

Which of the following would you also label as “commodities?”

Ford Focus;

BMW M850i Coupe;

Plymouth Voyager minivan; or

Ford F-350 6.7L PowerStroke.

I suspect many of you probably consider the Ford Focus and the Plymouth Voyager as the “commodity”

vehicles in this list. But wait: Aren’t all four of the vehicles listed above available from hundreds of

dealerships? Can’t they all get you from point A to point B? Aren’t they all capable of easily exceeding

speed limits? Don’t they all have heating, cooling, power windows, anti-lock brakes and radios? So, in

some sense, aren’t they all commodities?

But why would someone pay upwards of $100,000 for the BMW, and not much less for a fully loaded F-

350, when, for about 1/4 of the price, they could get the Ford Focus, and still drive to and from where they

need to be? Why would anyone pay so much more when all the basic functions can be had for far less?

The potential answers span quite a range: Luxury interiors, superior performance (the BMW does 0-60

mph in 3.5 seconds), heated seats, huge touchscreen panels, Apple CarPlay, Bluetooth… and perhaps

even superior ride comfort.

Surely it’s no surprise that there’s a huge spectrum of features and associated prices when it comes to

purchasing automobiles.

Acceptable vs awesome

If only more people could translate this discernment when it comes to home comfort systems.

A basic 20-year-old furnace connected to an adequate ducting system can keep the thermostat in a

typical house satis�ed. In most cases, it can do this even when the air temperature at the ceiling is 20° F

higher than at the �oor. Even when the sound of air whistling through registers requires the volume on the

75-inch �at screen TV to being cranked up. And even when a photo of what has accumulated inside the

ducting would quickly spoil most peoples’ appetite.

Most Americans apathetically accept what their heating and cooling system does or doesn’t do. During

winter, they cope by wearing “hoody footies,” or buying room humidi�ers, electric space heaters and Wi-Fi

thermostats that promise to reduce their fuel consumption (which they do by reducing indoor

temperatures and further degrading already marginal comfort).

Superior comfort has been — and continues to be —

the principle reason that informed and discerning

owners choose hydronic systems.

In recent years, I’ve watched the market for those “little white boxes on the wall” (A.K.A. ductless mini-

splits) increase exponentially. Walk the �oor at the AHR Expo and you’ll see dozens of o�erings for these

systems. Surf the web and you’ll �nd many government-funded incentive programs for installing these

systems. Listen to the radio in the morning and you’ll hear advertisements touting the “free” money

o�ered by these government incentive programs, and that most of your neighbors qualify for that free

money. Ask a contractor if they would rather attempt to unravel an existing heating system that’s been

buggered up by various contractors over several decades, or just abandon that system and drill a few 3-

inch holes through the exterior wall for refrigerant tubes to connect the little white boxes to the mothership

outside.

Several market forces have aligned to boost the market for these systems. Most of them involve concepts

such as easy, fast, plug and play, remote control and photos of happy people with bare feet sitting on

couches as one of those little white boxes on the wall lovingly watches over them.

There are choices

Imagine an experiment in which a typical family is �rst situated in a home, in Duluth, conditioned by

several little white boxes on the wall. They live in that house for a couple of years and get to experience

all the nuances of air-side heating and cooling. Then, they move to another nearly identical house next

door in which a heat pump supplies properly installed radiant �oor panels or panel radiators during

winter, and a central chilled water air handler supplies summer cooling. After a couple years of the latter,

they’re asked which system provided better comfort, including evaluation of thermal comfort, acoustical

comfort and respiratory comfort. What’s your bet on which system gets the better evaluation?

Suppose you then told them that the hydronic system cost about 20% more than the little white boxes on

the wall, and had about the same operating cost. In e�ect, you’re o�ering them the BMW or the F-350 for

about 20% more than the Ford Focus. Which option do you think most of them would choose?

Stay on message

As a professional in the hydronics industry, you should never lose sight of what you’re selling (e.g.,

comfort). Never take the attitude of “all’s well” when a thermodynamic balance of Btu in = Btu out is

achieved. Doing so is like the BMW dealer concluding that it’s pointless to compete against those dealers

selling Ford Focuses.

Do you see that capitulation happening in the auto industry? Of course not!

Superior comfort has been — and continues to be — the principle reason that informed and discerning

owners choose hydronic systems. Most of that demographic has taken some time to understand the

di�erences in what’s available, and most are willing to pay a reasonable premium to have years of

unsurpassed comfort.

Unfortunately, that demographic remains a relatively small percentage of North American households.

Most of the lesser informed majority don’t know what’s possible or what they’ve been missing. Instead,

they put on a sweater and move to a di�erent chair to avoid the drafts.

Hydronic pros have access to a technology that can — allow me some sarcasm here — “blow” the doors

o� the heating comfort delivered by most air-based systems.

Don’t squander the possibilities or “apologize” for a reasonable premium to achieve those possibilities.

Don’t capitulate to a one-size-�ts-all plug-and-play approach. Use your knowledge to create simple,

repeatable, serviceable systems that are compatible with future energy trends and capable of delivering

superior comfort.

We live in a world full of commodities. Those little white boxes on the wall are but one example. With a

myriad of choices when it comes the heating (and cooling), many homeowners believe that any HVAC

system available to them could do the job. Perhaps from the standpoint of a simple thermodynamic

balance between Btu in versus Btu out, they’re right. But comfort — true comfort — in a North American

home, is a luxury, not a commodity. Professionally crafted hydronic systems are pathways to that luxury.

Understand it, believe it and sell it.

[Photographer]/iStock / Getty Images Plus via Getty Images

John Siegenthaler, P.E., is a consulting engineer and principal of Appropriate Designs in Holland Patent, New York. In

partnership with HeatSpring, he has developed several online courses that provide in-depth, design-level training in modern

hydronics systems, air-to-water heat pumps and biomass boiler systems. Additional information and resources for hydronic system

design are available on Siegenthaler’s website, www.hydronicpros.com.
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HEATING HELP

B Y  D A N  H O L O H A N

The magic of the simple air vent
You never know what knowledge you’ll discover by reading old

literature.

I recently came across the December 1924 issue of Popular Science magazine. Reading stu� like that

always makes me feel like I have a time machine. Macy’s marched o� on its �rst Thanksgiving Day parade

that year. And the Ideal Toy Co., which had invented the Teddy Bear in 1903, came up with another winner

in 1924. Her name was Flossie the Flirt. She was the �rst toy ever made using an assembly line. Flossie

would set Moms and Dads back $2.75.

There’s an ad for an air vent in that issue of Popular Science. The headline reads, “Heating experts

discover how to make cold radiators hot.”

Who could resist that?

There’s a cutaway drawing of the air vent. It looks very well made in the drawing. It has a siphon tube

about an inch and a half long that reached into the radiator. That was to remove the condensate before it

has a chance to squirt out the vent hole. As time went by and big column radiators gave way to narrower

tube radiators, vent valve manufacturers switched from the siphon tube to a smaller metal tongue that

would not project as deeply into the radiator.

Seeing those tongues on today’s steam vents always makes me smile because some years ago, one of

the vent manufacturers, in an attempt to make a cheaper vent, decided to eliminate that tongue. When the

vents went to market and spit all over the place, one of the young engineers at the company called me for

advice. I asked him why they had left out the tongue.

“No one here knew what the thing did,” he said. “So we �gured it wasn’t important or necessary. You

know, sort of like your appendix. We could do without it.”

“No you can’t,” I said.

“I know that now,” he said.

“You could have asked me before,” I said.

“I know that now.” he said.

“Is there anything else I can tell you?”

“Yes,” he said. “How did you know what the purpose of the tongue was?”

“I read about it in your literature from the old days,” I said.

“Oh.”

Anyway, my time machine tells me that this vent in the Popular Science ad was a very big deal in its day.

Here, listen to their pitch:

“Clever contrivance cost $1.60. Can be installed by anyone!”

Nowadays, when homeowners talk about air vents, they

probably want to talk about just one thing: Price. And

that’s because most of us stopped talking about the

magic somewhere along the way.

So they’re going straight to the homeowners. That’s good because the homeowners are the ones having

the problem. The manufacturer wants them to spend $1.60, which would be about $26.00 today. That’s

not exactly cheap, but it’s a lot less than Flossie the Flirt. And what does Flossie know about venting air

from steam radiators?

Here’s more from their ad:

“A remarkable mechanical device is now being made to get full heat from steam radiators. The secret of it

lies in its ability to distinguish between air and steam, or air and water, and to keep the radiator constantly

free from air without permitting the escape of the other two elements. Hence the name Airid because it

rids the radiator of cold air.”

I like that. Don’t say what it is; say what it does. That’s what people are buying — what it does.

And listen to how hard they had to work to make the vent.

“The Institute of Thermal Research in Bu�alo, New York, worked for many years to perfect Airid. They

knew that it must not hiss with escaping steam, nor drip with water. They knew that it had to be absolutely

automatic and permanently adjusted so that no one could tamper with it.”

I’ll bet you never heard of The Institute of Thermal Research. And isn’t that just the best name ever? It

sounds so big and, well, important. It was a part of the American Radiator Co. and it was in Bu�alo

because, at the time, Bu�alo was turning out more things related to heating than any other city in the

world. Imagine that.

The American Radiator Co. had three large plants in that city, and they built The Institute of Thermal

Research onto their plant on Elmwood Avenue in 1910, and expanded it in 1924, the year their ad

appeared in Popular Science. They claimed the Institute was the only facility in America devoted to “the

problems of better warmth.” The building contained administrative o�ces, a lecture hall and laboratories

�lled with thermometers, humidistats, �ue-draft gauges, water meters, fuel consumption recorders and

other instruments they used to measure the performance of radiators and boilers in all sorts of buildings.

And it is a gorgeous building, designed by architects Schmidt, Garden & Martin, the same folks who

designed The Art Institute of Chicago. But today, it houses high-end apartments. It stopped being The

Institute of Thermal Research in 1959. I checked out the apartments online. There are no radiators in any

of them.

I know. Tragic, right?

But back to their air vent. This particular one was a big deal because many of the air vents others

manufacturers made had been squirting water and spewing steam and that was keeping the air from

leaving as it should. And if the air can’t get out, the steam can’t get in. Listen:

“Steam, on coming into a radiator pushes air ahead of it. Unless this air can escape, it forms a barrier

beyond which steam cannot penetrate. Thus it is possible for as much as half the radiator to be literally

choked with cold air. No wonder steam radiators equipped with old-style air vents won’t get hot!”

This is why they’re making their case directly to the homeowners. Get it?

“Airid rids the radiator of this cold air. Inside of Airid’s nickel-plated case is a little �oat which may be said

to contain the brains. Cold air, propelled by steam passes around this �oat and out a vent hole at the top

of the valve.”

Many of the air vents made to that point worked with bimetal elements that expanded when hot to shut o�

the vent. These quickly went out of adjustment and barfed steam and dirty water. Ho�man Specialty had

come up with their Number 1 steam vent in 1917, and this, like the Airid, had a �oat. The two companies

would compete with each other for years, and they both would go directly after the homeowners.

Listen again to American Radiator:

“Anyone can make a cold radiator hot by using the coupon below. Airid can be installed by hand in two

minutes without tools. Just unscrew the old valve, after turning o� the steam, and install Airid in the same

hole, screwing it tight. Then turn on the steam and watch Airid work. The di�erence will surprise you. Your

radiator will become hot almost immediately. And the total cost is only $1.60.

“Year after year, Airid will go on making your radiator hot. It saves the cost of fuel you might otherwise

burn trying to force the �re for more steam pressure. It saves bills for redecorating made necessary by

escaping steam and dripping water. It saves the wear and tear on nerves, caused by hissing and

sputtering.”

It’s just a simple air vent, sure, but note how they talk about saving money on fuel and the homeowner not

having to redecorate as often. And gosh, it relieves stress. That made quite an impression of those who

were able to a�ord this relatively new thing called steam heat in 1924. Manufacturers talked about what

the thing did as well as what the thing was. Nowadays, when homeowners talk about air vents, they

probably want to talk about just one thing: Price. And that’s because most of us stopped talking about the

magic somewhere along the way.

And this is why I spend so much of my time reading old books and magazines. They’re �lled with magic.

artisteer/iStock / Getty Images Plus via Getty Images

Dan Holohan and his wife, Marianne, founded www.heatinghelp.com in 1997. You can reach Dan Holohan at

dan@heatinghelp.com. He loves hearing from you!
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THE BLUE COLLAR COACH

B Y  K E N N Y  C H A P M A N

Is ef�ciency and customer service
killing pro�ts?
Business is all about �nding a balance.

We’ve all been taught that the most important things we can do in business are taking the best possible

care of our customers and running the business operations as e�ciently as possible, right? What if I told

you this was not true and this potential limiting belief is costing you a lot of pro�t, as well as some sanity?

Stay with me here, I know this might sound crazy at the moment, but keep reading and hear me out.

Way back in April of 1994 when I took the reins of my own drain cleaning business and made the leap

into entrepreneurship, I was ignorant. Not because I was dumb or incapable, I simply did not know what I

did not know. I had never run my own company, much less been completely responsible for how to take

the best care of every single client while trying to keep things operating as smoothly as physically

possible.

I did everything I “knew” to make my new venture successful and pro�table. I purchased the latest and

greatest “brick” cell phone, installed two-way radios in service trucks, and had the best pager and

answering service available in my market! I started out by myself and personally ran every service call

regardless of the time of day because I was a 24-hour service company. All in the name of e�ciency and

customer service.

I read about and bought into perspectives like the customer is always right, and if your competition is

saying it in their marketing, it must be true. Now, after a very educational 28 years in business, I have

learned both of those statements to be completely false. No, the customer is not always right! Their

perspective may be that they are right, but some customers are simply not informed enough about

technical aspects, logistics and pricing to have an educated perspective of what’s “right.”

You need clients. You need team members. You must

have profits. Balance these three key components while

fulfilling your company values.

Don’t get me wrong, the customer is the reason we’re in business, and therefore, they are mission-critical

to our success — but we’re not being honest with ourselves if we believe we are wrong and they are right

in certain circumstances. Now, what about keeping our unique advantage and outsmarting, out-operating

and out-pricing our competition? Be extremely careful here as well my friend.

Back before caller identi�cation technology and universal transparency of information, I used to

personally mystery shop my competition. I was seeking pricing information, how busy they were, how

quickly they could respond for service and any area I could gain a competitive edge based on how they

were operating.

One of the greatest lessons I ever learned was about advertising. Every one of my major competitors

o�ered, or should I say advertised, 24-hour service — 365 days a year. So one night, after I got back from

a late-night call, I decided to see how many competitors were true to their word about all-hours service.

You can imagine my surprise when I discovered that only two of my competitors even took my call at 11:30

p.m. All the others either went to an answering machine or the “on-call” person did not return my call.

Wait, what? They advertise this service in the Yellow ages. I thought it had to be true. Remember earlier

when I mentioned I was ignorant as a young and fragile 23-year-old business owner? It was less of a

business and more that I owned a bad job at that time. I thought business was like life; you did what you

said you were going to do. I was starting to understand business and marketing at a whole new level.

One of the most important mentors I ever had said, “Kenny, you can customer service yourself right out of

business.” At that time, I didn’t ever really understand the entire scope of that statement, but what truth he

had spoken. That time in my career was the beginning of my success. I started to understand and

implement strategies for servicing a speci�c niche of the market. Focusing on certain demographics and

psychographics with marketing and advertising. I began pricing my services for pro�t and making the

value of the service I provided outweigh the cost of the commodity-based models my competition was

o�ering.

As we grew and stayed true to our own speci�c business model, we became the largest, highest-priced,

most visible, highest-rated, most referred and most pro�table company in our market. We did not o�er

certain services, serve a certain geography or even service certain types of customers: Commercial

buildings, property managers, vacation rentals, etc. By becoming clear on who we were as a company,

who we wanted to serve as that company and exactly how we wanted to go to market while o�ering that

service, we completely changed an entire market when it came to plumbing, heating and drain cleaning

services.

Fast forward to today and the current business landscape. How can you refocus on what’s important to

you, your team and your clients in order to be the very best at what you do and get what you want? What

are the internal changes necessary to better take care of the most important clients you have? (Your own

team members). How do you need to make certain shifts in operations to make sure you’re maximizing

every interaction you have with your team and your clients?

As the founder of The Blue Collar Success Group, I’ve been very fortunate to have coached a lot of

companies across the U.S., Canada and Australia. Regardless of market conditions or geography, all

companies have a common struggle when it comes to the balance of customer service and e�ciency.

Many companies still dispatch based on geography and team member availability. This is simply done in

the interest of e�ciency. While they mean well, they are costing the company money as well as costing

the client the best possible service experience. There was a time this strategy may have been OK, but not

anymore. In today’s complex world of technology, client needs, sales and communication, who you send

to a speci�c type of call is far more important than how e�ciently you get them there.

Make sure to look at your operation from top to bottom. Do a little self-checkup from a service and

pro�tability standpoint. From the time the phone is answered to the time a quality assurance follow-up call

is made. Where are you still operating based on a model that used to work, but now needs to be

adjusted?

You need clients. You need team members. You must have pro�ts. Balance these three key components

while ful�lling your company values and this great game of business becomes more fun and rewarding

than ever before.

z_wei/iStock / Getty Images Plus via Getty Images

Kenny Chapman, “The Blue Collar Coach,” is an award-winning trainer. Visit www.thebluecollarsuccessgroup.com for more

information.
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CONTRACTOR’S CORNER

B Y  D A V E  Y AT E S

ID vs. OD and �are joints
Don’t over-tighten your �are joints.

The fun of being an apprentice starts with a steep learning curve. Being sent to the nearest supply house

for two 1/2-inch male x �are �ttings and �are nuts seemed simple enough until I returned to the job site

where we were running a 1/2-inch soft copper (type-L) gas line. Imagine my surprise when the �are nuts

did not �t over the tubing! Turned out we referred to copper tubing by its ID (internal diameter) and �are

nuts/�ttings by the tubing OD (outside diameter). Lesson learned.

Back then, we did a few things wrong when making �ared joints. Aside from occasionally forgetting to

slide the �are nut over the copper before making the �are (D’oh!), �ares too small or large, over-tightening

the �are nuts, failure to ream the copper, using �are �ttings that had been mixed in with other �ttings with

the �are surface scratched or dinged and testing for leaks with a lit match. When I questioned the practice

of using a lit match, the experienced techs at the shop said it was perfectly safe and to prove that, they

deliberately set up a leak. A small leak, which would momentarily ignite and then go back out because

there wasn’t enough gas leaking to support a constant �ame. I bought a small plastic bottle of liquid leak

detector and stopped using matches for leak testing.

Live and learn

One of my earliest training sessions was about making a proper �are joint. Out went my inexpensive

�aring tool because it did not have a clutch to prevent thinning out the copper or an orbital �aring tip to

roll out the �are instead of mashing the copper. Also purchased that day were a �are gauge to ensure the

�are was spot-on and a top quality tubing cutter with curved retractable tool to e�ectively remove the

burr, which comes o� like a corkscrew shaving. However, as much as we learned that day, the instructor

did not mention using a torque wrench to prevent over-tightening the �are nut.

With the advent and increasing market share of mini-splits, we often ended up troubleshooting

installations done by others where the owners either did not want the installers back or where the

installers washed their hands, refusing to provide more service. One manufacturer requested we

determine what was wrong with a multi-head mini-split installation. The owners were threatening to sue

everyone involved, and the installer told them to take a hike.

After the torque wrench won’t allow you to tighten the

flare nut past its setting, you can easily get another half

turn or more, which is an indication we have all been over

tightening our flare joints!

I’m not sure we would have been willing to become involved except for a close working relationship with

the manufacturer we had developed by attending trade shows and taking their advanced training on

multiple occasions. No doubt the fact that we had installed hundreds of their mini-split systems was also a

contributing factor. When I tell you the issues, you’ll no doubt know what was wrong. The owners told me

that when two out of three indoor heads called for heating or cooling, everything worked well, but add the

third head and one would not provide heating or cooling and the problem migrated between the indoor

heads. Of course, the refrigerant level was low, indicating a leak, or multiple leaks, which turned out to be

the case. This home had three multi-head mini-split systems and all three were experiencing the same

issues.

The �rst step was recovery of the R-410a refrigerant after determining where the leaks were. As you have

no doubt deduced, the leaks were at �are joints. On one three-head system, we discovered an additional

leak with detection at the line-hide vinyl ducting. The covers came o� as we kept searching for the leak

source only to �nd the installer had utilized a �are union in order to use up scrap pieces of the line sets.

The next step was cutting o� the �are joints and replacing the line set �are nuts with �are nuts provided

by the manufacturer of the mini-splits, which would have been shipped with the new condensers. Each

�are nut was tightened using a torque wrench set to the manufacturer’s speci�cations for the various sizes

of copper (the larger the diameter, the larger the torque required).

Here’s the thing about using a torque wrench that most techs �nd disconcerting: After the torque wrench

won’t allow you to tighten the �are nut past its setting, you can easily get another half turn or more, which

is an indication we have all been over-tightening our �are joints! Over tightening refrigeration �are nuts

can also cause a leak.

Next, we pressurized the systems — one at a time so the other two could remain in service — to 550 PSI

with process nitrogen. That charge remained in place overnight indicating no leaks were present. Then,

we evacuated that �rst process nitrogen charge and drew a 1,000-micron vacuum. We then repeated the

process — nitrogen charge and then a 500-micron vacuum. We repeated this procedure a third time and

let the 500-micron vacuum stand for one hour.

A far cry from the early R-22 days when we purged line sets with refrigerant and then completed the

connections, which released the system charge from the condenser. Gone too was the “beer can cold”

charging procedure!

When I assisted Penn State’s Solar Decathlon team by traveling to Washington, D.C., to install their mini-

split condensers, a gentleman appeared in the doorway and asked me what I was doing. So I asked him

what he was doing. Turned out he was a federal inspector and he grilled me on the systems, R-410a and

how I was planning on charging the systems. He also wanted to see my certi�cation card on handling

refrigerants. When I explained I was doing a 550 PSI process nitrogen charge and the triple evac to 500-

microns vacuum, he was satis�ed and gave me the go-ahead.

Working on The Mall was a cool experience, and Lois and I had �gured on having a nice romantic dinner

at The Capitol Grill. Just as we were getting ready to leave, one of the Penn State team leaders came up

with his cell phone. Seemed another Solar Decathlon team from Wisconsin had arranged for a local

contractor to hook up their mini-splits who failed to show up and wasn’t returning their calls. They had just

a few hours to get everything completed or they would fail their inspection and lose a day in the

competition. Bottled water and a pack of saltine crackers became our romantic dinner! We got those kids

�xed up, and by then it was late, but the entire area was closed to the public and we witnessed the

celebrations between college teams and their impromptu parade complete with band instruments. They

too passed their inspection with the federal inspector surprised we were still there but this time he knew

the mini-splits were installed correctly.

Back to the home with the three multi-head mini-split systems: All’s well that ends well. The customer was

satis�ed — for the moment — but let me know in no uncertain terms that I would be on the hook if the

same issues returned. No worries on my part because I knew the refrigerant systems, using virgin R-410a,

were leak-free, clean, bone-dry and would remain so until the units need to be replaced. That was eight

years ago and they are still working without any issues.

KangeStudio/iStock / Getty Images Plus via Getty Images

Dave Yates began his career in the PHCP-PVF trades in 1972 with F. W. Behler, a third-generation plumbing/HVAC �rm he

purchased in 1985. He can be reached at dyates@fwbehler.com.
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SERVICE PLUMBING PROS

B Y  M AT T  M I C H E L

16 simple steps to superior service
Take care of the simple things and the rest will follow.

Legendary football coach Vince Lombardi used to start o� his training camps by holding up a football

and stating, “Gentlemen, this is a football.” Lombardi was a demon on the fundamentals, doing the simple

things well, over and over, which meant the big things took care of themselves. Lombardi’s teams

delivered superior performance on the football �eld. It is the same with your company. Take care of the

simple steps and a superior performance will result.

1. Answer the phone

Service starts with a phone call. Start that by answering the phone pleasantly with human beings. If you

lack the manpower to cover the phones, use a service. Plumbing service is typically in response to an

emergency. When the consumer gets a voice recording, it’s click, hang up and call the next plumber. You

will never know how many calls you lose due to voicemail.

2. Set reasonable expectations

Instruct your call takers and dispatchers to set reasonable expectations. You want them to book the call,

but you do not want to start in the hole. Be realistic about when you can respond and why. People are

more understanding than we think and they appreciate honesty.

3. Keep customers informed

Your dispatcher may be juggling dozens of calls, but it is important to remember at the end of every call is

an anxious customer. Many will be taking time from work to be available. As the work-from-home fades,

more will be taking time from work to wait. They wonder, will he show up? When will he show up? What’s

happening? This is the source of considerable anxiety and your two-hour window is not heartening. The

dispatcher should call or text regular updates about the status of each customer’s call. It takes little e�ort

to do and relieves an enormous amount of consumer anxiety.

4. Practice good grooming

Every other year, the Service Nation Alliance conducts a huge omnibus research study of members’

customers. Literally, thousands of consumers are surveyed. Time and time again, the most frequently

mentioned complaint about home service providers is poor grooming. It is not necessarily the most

important concern, but it is the most common. It is so easy to correct. Stress the need for morning

showers, shaving, brushing teeth, tucking shirts in and regular haircuts. It’s so easy. Pay for the haircuts if

necessary. This is like washing the trucks. When your plumber is in company apparel, he becomes your

brand. How well is your brand presented?

5. Use breath spray

This is another simple �x. If necessary, provide breath spray and require your plumbers to use it before

every call. Bad breath is a major turn o� and so easy to counter. This is especially important for any

plumbers who smoke, chew or dip.

6. Stand up straight

When plumbers greet the homeowners, they should focus on standing up straight. When you stand up

straight, you appear more competent and more intelligent. Right or wrong, humans assign lower

intelligence to people who slouch and believe they are less capable. Slouchers also appear tired and

worn out. Plumbing is a physically stressful occupation. Good posture is good for a plumber’s long-term

health.

7. Smile

Why smile? It makes you appear friendlier. It is contagious. It makes you feel more positive and is a sign of

successful people. Moreover, smiling is just as important for call takers as service plumbers. You can hear

a smile over the phone, so install mirrors near your phones with the word, smile, written on a strip of

paper and taped to the mirror.

8. Make eye contact

Everyone has heard the adage, “I won’t trust a man who doesn’t look me in the eye.” Eye contact is part

of the way humans establish trust. Fail to meet eye contact with the customer and you appear

untrustworthy and dishonest.

Follow up with the customer to ascertain satisfaction

and happiness. If the customer is thrilled, ask for a

review and send a link. If not, find out what you can

do to make the customer happy.

9. Seek permission

Be polite with customers and ask for permission for everything you do. Ask if it is OK to park the service

truck where it is located. Ask if it is O for you to note other problems you �nd while you are working on

the problem you were called out to solve. Ask for the homeowner to show you the problem. Ask, do not

tell.

10. Listen actively

When homeowners are talking, listen with a purpose. This means making eye contact, nodding every now

and then to con�rm you are paying attention. Repeat back what was said to con�rm you heard what the

homeowner meant. Listening actively sends the message that you consider the speaker important and

worth paying attention to.

11. Ask questions

Even when you think you know the answer, ask questions. When you ask questions you learn things.

Often people provide incomplete information or simply do not know what the important information is to

share. You also communicate that you value the other person’s opinion.

12. Take notes

When a customer is talking, take notes. Write it down because it’s only normal to forget things. Also, when

writing something, you drive it deeper into memory. You are also documenting the call so that you can

explain what was said later if that becomes necessary.

13. Present options

People like having choices. It’s the government who restricts choices. On any repair, give three options.

For example, o�er choices to rebuild a leaky toilet, replace it or upgrade it. You will be surprised how

often people will choose something besides a repair. Regardless, if the customer ever has second

thoughts, you gave a choice.

14. Clean up

Consumers cannot always be sure of the quality of the work you performed, but they can be sure how

well you cleaned up the work area and how well you protected their property. Carry shop vacuums and

clean up the work area if necessary. Polish any brass you handle. Wipe crystal clean any porcelain.

15. Follow up

After the call is complete, follow up with the customer to ascertain satisfaction and happiness. If the

customer is thrilled, ask for a review and send a link. If not, �nd out what you can do to make the

customer happy before she decides to seek a review site on her own.

16. Show appreciation

After the follow up, mail a thank you card to the customer. Saying thank you is a lost art today. Sending it

by mail is also becoming unique in our digital age. It will make you stand out. It will help your service be

seen as superior.

These are all easy to do. And, they are easy not to do, which is why few plumbers do the majority and

fewer still do all of them. Give them a try and watch consumer perception of your service improve.

sdecoret/iStock / Getty Images Plus via Getty Images

Matt Michel is the founder of Service Nation. He can be reached at matt.michel@serviceroundtable.com.
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GUEST EDITORIAL

B Y  B R A D  W I L L I A M S

Recommended estate tax
changes to make before 2022
ends
Five tips to be proactive with your estate tax.

The federal gift and estate tax exemption is currently the highest it has been since the tax was enacted

over 100 years ago. President Joe Biden has proposed drastically changing the estate tax in order to

raise revenues for his infrastructure plans. The Beringer Group believes that now is the time to start

exploring the bene�ts of planning, before any proposed taxes can be passed by Congress.

Under current law, the federal estate tax exemption amount for 2022 is $11.8 million per individual — but

only until Jan. 1, 2026, when the exemption amounts will retroactively be placed back to where they were

prior to the tax law changes of 2018.

1. Note that the exemption amount doubles for a married couple

For example, if a husband and wife with assets of $23.6 million both died in 2022, their estate would not

be subject to federal estate tax. However, any amount over the exemption would be taxed at a 40% rate.

2. A lower set of exemptions is expected to be enacted in 2022, or shortly thereafter

The Biden administration has proposed an immediate reduction in the estate and GST tax exemptions to

$3.5 million per individual or $7 million for a married couple.

3. Act now, or risk losing half of your exemption

High net worth individuals should consider making a strategic gift in 2022 before the law changes. We

believe that the new rules will not be retroactive — therefore if you were considering gifting, it would be

bene�cial to make a gift this year before potentially losing half of the current exemption.

4. There are ways to maximize your exemption

Consider transferring minority interests in family-controlled entities and interests. This can be achieved by

creating two sets of share classes, where one set of shares (A shares) controls the income and vote while

the B shares hold value but are unable to a�ect major decisions. Once the di�erent share classes are

created, the A shareholder typically feels much more comfortable gifting shares of their business to family

or management.

5. When gifting to a minority shareholder, you may be able to discount your stock anywhere
from 20% to 35%

The reason you are able to do this is because of the lack of marketability and control of the stock. Thus,

an asset worth $50 million could be valued at $32.5 million for estate planning purposes, which will go a

long way in assisting in the transferring of assets out of the federal estate tax system. Note that newly

proposed tax laws seek to reduce this discount by 50% or even end it altogether - another reason to start

planning a forward-looking strategy today.

An analogy that I have used with my clients is that you would not wait to schedule dinner plans the week

of Valentine’s Day if you wanted to get into the best restaurant in town. The same can be said with

demand for the best planners, valuation �rms and lawyers — and once started, a new plan can take

months to �nalize.

Take advantage of favorable estate rules and exemptions today, before changes come.

Andrii Yalanskyi/iStock / Getty Images Plus via Getty Images

Brad Williams has 15 years of experience in the investment banking industry. He has structured and executed a wide range of

complex transactions, including corporate sales, acquisitions, mergers, inter-family planning options, joint ventures, recapitalizations

and leveraged buy-outs. Brad can reached at bwilliams@theberingergroup.com / 717-951-2800 for further comments or questions.
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GUEST EDITORIAL

B Y  R A Y  K O S I C K

Out with the old, in with the new
Navigating the 3G Sunset.

It’s no secret that e�cient �eet vehicles are a vital component of any successful plumbing or mechanical

business. Field service vehicles not only increase new business through brand exposure while on the

road; they serve the primary purpose of getting technicians and their equipment to and from job

locations. Naturally, �eet managers want to optimize their vehicle operations and performance, increase

safety and boost productivity. Telematics technology has long been a reliable tool for helping �eets

achieve these goals.

As connected vehicle technology has become more sophisticated over the last two decades, �eets

equipped with telematics devices have become an industry standard for improved accountability,

compliance, e�ciency and safety. Telematics technology is installed inside vehicles and use cellular

networks to transmit data back to a cloud server, dismantling data silos and making driver and vehicle

information easily accessible from any connected device.

With many �eets utilizing 3G connectivity for their telematics technologies, �eet managers must take

action to prevent the soon-to-be shutdown of 3G networks from disrupting business continuity. “3G

Sunset” is the term used for the widespread retirement of third-generation connectivity by all of the major

network providers in order to pave the way for faster and more expansive technology. When the 3G

Sunset is complete, all devices reliant upon 3G, including phones, tablets and 3G telematics hardware,

will no longer support network connectivity.

This transition does not mean �eets using 3G devices must leap to 5G to avoid a loss of vehicle and

driver data, record service data, track vehicle location, stay in compliance, and keep their operations

running smoothly. In fact, 4G LTE is the telematics industry connectivity standard for most �eets and will

remain as such for the next seven to 10 years. 4G LTE can transfer telematics data at up to 100 megabytes

per second, several hundred times faster than 3G speeds.

As fleets transition to 5G in the coming years, data speeds

will become 5,000 times faster than with 3G and much more

reliable. This will give fleet managers plenty of bandwidth to

engage in video interactions with their drivers in the field.

While 4G is not fading to black any time soon, as �eets transition to 5G in the coming years, data speeds

will become 5,000 times faster than with 3G and much more reliable. This will give �eet managers plenty

of bandwidth to engage in video interactions with their drivers in the �eld, provide video analytics to

assess safety risks to vehicles and reduce latency experienced on previous networks, all the while o�ering

high network reliability and better accuracy locating and managing vehicles in the �eld.

The scheduled sunsets for major carriers are as follows:

It’s important that �eet managers stay ahead of the sunset, as there is no guarantee that 3G network

connectivity will remain strong until the scheduled deadline. As these dates approach, users can expect a

loss in service and blackspots as carriers reduce support for 3G infrastructure.

Fleet managers in the plumbing and mechanical industries need to take quick action to upgrade their

devices to avoid loss of access to phones, tablets and other telematics devices that record and store

important vehicle information. While this seems like a daunting task, it can be quite simple. Here are a few

steps to take to upgrade your �eet.

Assess your need — take inventory of all devices to determine how extensive the transition will be. If the

majority of your telematics devices rely on 3G connectivity, it may be necessary to transition in phases,

prioritizing the upgrade of more crucial areas �rst.

Collaborate with experts — team up with your telematics provider to fully understand deadlines, scope of

coverage, network carrier speci�cations and more. Your provider will be an important part of the transition

as they can emphasize potential blind spots that could create gaps in coverage once the upgrade is

completed.

Schedule installation — factor in plenty of time to transition your �eet before the shutdown. Time is of the

essence, so make sure you maximize opportunities to upgrade quickly. Rely on installation partners to

maintain e�ciency and ease.

Prepare for the future — create a seamless transition plan to guide your �eet through the upgrade. Work

with your provider to opt-in for proactive updates and ensure that they o�er a warranty and 24/7 support.

While the 3G shutdown may cause temporary struggle, this mandatory upgrade is ultimately bene�cial for

�eets — improving e�ciency as it provides access to:

Wider coverage range;

Faster data speeds;

Higher bandwidth;

Greater compatibility with emerging technologies; and

Decrease in delay times due to lagging communication.

Upgrading your telematics technology will modernize your �eet and support your growth as a business,

contributing to your overall forward momentum and pro�tability. As carriers retire their 3G networks,

there’s no time to waste. The 3G sunset is coming — don’t leave your �eet in the dark.

AT&T 3G network shut down in February 2022;

Sprint 3G sunset is scheduled for March 2022;

T-Mobile will shut down 3G networks in July 2022; and

Verizon 3G sunset will occur in December 2022.

Peathegee Inc/Blend Images – stock.adobe.com

Ray Kosick has helped GPS Insight customers ensure success with GPS tracking and telematics technology for nearly 14 years.

Kosick began in technical support services, migrated to hardware ful�llment and has served as product manager for the past

several years. He holds a bachelor’s degree in geography and psychology from the University of Arizona, and is known as the

resident expert on telematics devices within GPS Insight.
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GUEST EDITORIAL

B Y  D A N I E L L E  P U T N A M

Remote work in the skilled trades

Flexible schedules could be a huge asset in attracting and retaining

workers, but only if you �gure out how to make it work for your

company.

Let’s be honest. The trades are the inventors of 'remote work.' For decades, we’ve been dispatching

remotely while technicians are awarded company vehicles to drive home each evening. They begin their

mornings from the comfort of their own homes by receiving their work log for the day through walkie-

talkie, text, email, slack, pager… remember those? Shoot, we’re awesome — others should take note!

The evolution of change is in pursuit as it knocks on the door of all businesses large and small — the

workforce has evolved as well. The hard-working, blue-collar generations paved the way for the new

‘millennials’ addicted to gaming systems — hey, I know, I know; not all millennials are addicted to gaming.

Heck, I think I’m even a millennial, and I can’t even clear a round of Pac-Man. But my point is simply,

along with the passing of generations, the wave of change is bringing a new workforce with new

demands, and as we’re seeing, those demands include a more ‘�exible’ work schedule. The new

generation ‘likes’ working from home.

But here’s what really bugs me down to my core — the business owner slaved through blood, sweat and

tears to build, nurture and grow their baby. Then, through fear and trepidation, they hired their �rst

employee as the payroll ball and chain attached itself.

An entitled workforce

Now, fast forward to present day, and the workforce is entitled; they deserve to work from home! How did

this happen? Since when did we blur the lines between home life and work life? I love technology, but in

this case, I blame technology — with technology comes the evolutionary waves of change. Like them or

not, they come in waves.

I have many friends in mid-level management at Fortune 500 Companies. When COVID-19 arrived in the

states back in March of 2020 and we began our �rst lockdown, they raved about how wonderful their

new home work life was. And I quote, “I love working from home! If I need to mow the lawn in the middle

of the day, I can just zip out there and get it done! Laundry? Easy! Start dinner, walk the dog, straighten

the house…check and check.”

Yeah, no kidding… and therein lies the problem. Everyone I know likes to brag about how scheduled and

productive they are when they work from home. Recently, I polled social media, asking for suggestions for

managing remote employees. Shockingly, or not so shockingly, the managers and owners didn’t come

out of hiding to share their remote managerial skills. Instead, the employees bragged about how much

they loved it and how organized they kept themselves.

Don’t set schedules and patterns that don’t work for you as

the manager and owner. If you can manage it, then explore it.

 Are your employees producing or just merely working?

OK… so perhaps they are able to work from home and get things done, but my question is, are they

feeling accomplished at the end of the day because they completed a long list of to-do items by checking

them o� one by one, yet failed to chip away at the ‘highest and best use of their time?’ Did they make a

dent in their HVAs = high value activities? Because it’s easy to feel productive by setting the crockpot,

sending some emails, attending a zoom call with wet hair and your camera o�, and walking the dog.

Hey, maybe I’m a grumpy old soul who’s having a hard time accepting the waves of change — but it’s

only because as Romans says, “You know because you know.” I know our work-from-home force blurs the

lines between work and homemaker — wasn’t it back in the 1960s that women were insulted to be coined

as Suzy Home Makers? Because that was their role — and shoot, I’m a woman, I totally get it. I have a

home to make, children to feed and laundry to clean, too. But as a business owner, my 8-to-5 is dedicated

to the growth and well-being of my company. Working from home blurs the lines and takes away from

your main thing — moving your company forward.

Now, I have no problem going on record admitting, I hate this whole �exibility phase we’re in — and yes, I

have remote employees. Do they do a great job? Yes. Are they valuable team members? Yes. But would I

rather them be in the o�ce where the team cohesion is �uid and the communication lines are white and

black without grey? Yes.

Defining the role and privileges up-front

So — if you’re considering or already working with a hybrid workforce — spend the time to put some

serious thinking into each position and de�ne what the HVAs are for those positions. Be sure you can tie

generating new revenue or saving revenue to those positions in measurable ways, so you can manage

productivity based on those HVAs. If the big things are moving forward in the company, do you really

care if your team is working 30 or 40 hours a week? Well, if they’re on salary… I should be able to say I

don’t care, but call me old school. I can’t help it; I do care — I can’t help but to feel we’re stealing from the

company. So, �gure out the hours it really takes to achieve the HVAs for each position, and what the heck,

why couldn’t we move to a hybrid 4-day work week? Or perhaps simply a 7-to-2 or 8-to-3-time window

instead? And while we’re at it, if the world wants �exibility, by George, �eld personnel does, too, so why

can’t we have an A and B shift with less hours per person per day?

If I could predict the future, I wish I could say the hybrid work from home schedules were going away, but

I doubt it. I fully believe they’re here to stay, so it’s a great time to accept that times have changed, and

pre-determine what works for you in your company. As Ben Horowitz says, “Sometimes the best rule is

one the CEO can follow.” Don’t set schedules and patterns that don’t work for you as the manager and

owner. If you can manage it, then explore it.

A few key takeaways

Preset requirements for work from home: For example, who owns the computer, phones and technology?

Who pays for internet? Are there required daily check-in times and required daily team meetings with

cameras on? No camera? Then you’re not considered at work. Keep it simple with a well-de�ned

organizational chart and managerial hierarchy — if they can’t see that their boss is in when they have a

question, who do they go to �rst with issues?

Is it just me? Employees reading this may think I’m sel�sh and crazy, but from business owner to business

owner perspective, I don’t like managing remote workers; it takes a new kind of e�ort, and we’re often

already maxed out — but because we aren’t soulless a-holes, we care about our people, and we try to

make their life more comfortable as a thank you — thank you for serving our company and our customers,

and thank you for showing up with a good attitude and big smile ready to work. But let’s all remember —

working from home or having a hybrid schedule is a privilege. If, at the end of the day, the work output

isn’t matching the �nancial input, it just might be time to make a change.

And lastly, along with identifying your HVAs, let us not forget about our HVPs = high-value people. If you

have a team member that you determine is an ace, they are one of your HVPs, and they want a more

�exible work schedule, ask yourself, “What is my relationship with this HVP worth?” And “How do I

maintain this HVP relationship?” Sharpen your pencil and get creative, this new evolution of �exibility

could be a huge asset in your bene�ts package for securing and retaining key team members.

Eva-Katalin/E+ via Getty Images

Danielle Putnam is the president of The New Flat Rate, a home service menu-selling system designed to put pro�t directly

into the hands of plumbing, electrical, and HVAC contractors.
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AIR-TO-WATER HEAT PUMPS

GAINING NATIONAL ATTENTION

PM Columnist John Siegenthaler guest-stars on PBS’

“Ask This Old House.”

B Y  N I C O L E  K R A W C K E

John Siegenthaler
Consulting engineer and principal of Appropriate Designs

Siegenthaler (above left) describes how the air passes through the air handler.

www.hydronicpros.com

Heat pumps o�er attractive solutions to energy-e�cient heating and cooling, and the market is growing.

According to a November 2021 report from the International Energy Agency (IEA), nearly 180 million heat

pumps were used for heating in 2020, as the global stock increased nearly 10% per year over the past

�ve years.

The report notes that though some of those heat pumps only partially cover space and water heating

needs, growth is still evident across all primary heating markets, including North America, Europe and

Northern Asia. The report also acknowledges that heat pumps have become the most common

technology in newly built houses in many countries, but still only meet 7% of global heating demand. “In

the United States, for example, the share of heat pump sales for newly constructed buildings exceeds 40%

for single-family dwellings and is near 50% for new multi-family buildings.”

Therefore, heat pumps have become a hot topic for TV shows like PBS’ “Ask This Hold House.” The

series has actually covered heat pumps quite a bit, with the latest being its “Understanding Heat Pumps”

episode as part of the Future House segment this past January. The show covered the four di�erent

categories of heat pumps, including water-to-water, water-to-air, air-to-air and air-to-water.

If you saw the episode, you may have recognized a familiar face — one other than Rich Trethewey. That’s

right, Plumbing & Mechanical’s very own John Siegenthaler made a guest appearance. Check out the

video clip below. Siegenthaler appears at about 4:23 minute mark, though the whole video is worth a

watch! Plumbing & Mechanical sat down with Siegenthaler to discuss his experience on the hit show, as

well as the buzz surrounding air-to-water heat pumps.

Understanding Heat Pumps | Future House | Ask This Old HouseUnderstanding Heat Pumps | Future House | Ask This Old House

PM: How did you come to be on an episode of “Ask This Old House?”

JS: I’ve known Rich and Ross Trethewey from the show for several years. Ross has been doing segments

on other types of heat pump systems, and I speculated that he would be interested in covering the

relatively new air-to-water heat pump con�guration. As the tech expert on the show, as well as a licensed

mechanical engineer, he was very interested and pitched the concept to the show’s producers. After that it

all fell into place for shooting last June.

PM: What was �lming the episode like? How long did it take?

JS: The �lming was a lot of fun, as well as a unique opportunity to see the equipment and sta� that are all

‘behind-the-scenes’ in the �nished segments. There were a crew of �ve people including Ross. They spent

most of the day shooting (and reshooting) segments often based on seemingly minor details like

changing lighting due to clouds, or even minor background sounds. I was amazed at the crew’s

awareness of all these details and how they adapted to them. Also interesting to see how all the on-site

shooting ‘boils down’ to a few smoothly-connected minutes of the show.

PM: Whose house was featured in the episode? Was it a client?

JS: The heat pump was being installed at my son Chris’s house near Albany, New York. The installation

was done by “The Radiant Store” in Troy, New York. Ben Melick, was the principal technician, and Terry

Moag, the company owner. They did a meticulous “textbook example” installation.

PM: Why did your son decide to install an air-to-water heat pump system?

JS: When I found out how much propane was costing the young family, I pushed to do a heat pump

retro�t.

PM: Why are air-to-water heat pump systems good to use in retro�t projects like the one shown on

the show?

JS: For several reasons: No. 1: They displace what in this case was very expensive fossil fuel ($4.40 per

gallon for propane), saving the family over $2,000 per year. No. 2: They are a complete solution to space

heating, cooling and domestic water heating. No. 3: They allowed an existing forced-air distribution

system to be recon�gured to allow future expansion using panel radiators or towel warmers.

PM: Are there any limitations in using this type of system in a retro�t?

JS: The chief limitation is the water temperature that the existing system requires at design load

conditions. On older higher temperature systems that might need 180° F water at design load, the air-to-

water heat pump can likely displace 70% to 80% of the fossil fuel requirement. On lower temperature

systems that might only need 120° F water at design load, the same heat pump can likely displace 95% or

more of the fossil fuel requirement.

PM: What are the bene�ts of replacing a forced air/fossil fuel system with an air-to-water heat pump?

JS: In this case, signi�cantly lower operating cost, and the ability to expand the system using hydronic

heat emitters. This system also switched the domestic water heating requirement from propane to heat

pump.

PM: Are these systems becoming more popular in the U.S.? Why or why not?

JS: The market for air-to-water heat pumps is continuing to expand in the U.S. More manufacturers and

products enter the market each year. The overall e�ciency of a typical air-to-water heat pump in a cold

climate is not quite as high as that of a geothermal heat pump. However, the installation cost is typically

30% to 50% of that of the geothermal system. This makes the return on investment attractive, especially in

situations where the geothermal heat pump is not be subsidized. There’s also no need for excavation and

site disruption using the air-to-water heat pump, which makes them applicable to a higher percentage of

homes and commercial buildings.

PM: Where do you see the air-to-water heat pump market heading in the next �ve years?

JS: I expect continued growth in the air to water heat pump market in the years ahead. More products to

choose from, many of which are suitable to cold climate applications. The key concept is the “marriage”

of the e�ciency of modern air source heat pump technology with the superior comfort of a properly

designed modern hydronic distribution system. Another key concept is that the heat pump can provide a

total solution in terms of space heating, cooling, and domestic hot water. I’ll de�nitely keep PM readers

posted as air to water heat pumps gain market share in the years ahead.

READ MORE PROFILES

www.pmmag.com/pm-profile

Nicole Krawcke  is chief editor of Plumbing & Mechanical.
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Hydronic retro�t brings
utility and style

together
Viega products aid in residential domestic water supply

and heating system renovation.B Y  K R I S T E N  W H I T E

Jeff Sweenor, president and CEO of Wakefield, Rhode Island-

based Sweenor Builders, paints the utility rooms black so the

mechanicals stand out in every house.

C A S E  S T U DY

The age-old question of function versus form has confounded experts in every �eld for countless

decades.

Je� Sweenor, president and CEO of Sweenor Builders in Wake�eld, Rhode Island, looks at it di�erently.

He asks, why not both? Function certainly comes �rst, but when the dust settles, his projects look as good

as they work.

So when he and his wife, Sheila, renovated their own home last year, they decided to update the

domestic water supply and heating system. Sweenor knew right away what direction he wanted to go.

Viega products ended up being the lifelines of the project, including a 36-port Viega ManaBloc, valves,

distribution manifolds, a hydronic mixing block and hot-and-cold PureFlow PEX tubing for the domestic

water supply.

“I’m very particular about my mechanical rooms, so we installed medium-density overlay plywood on the

walls and painted it black before any installation,” Sweenor says. “Everything was carefully laid out and

drilled through the plywood for a neat presentation and function.”

Sweenor has come up with his clean look over the years.

“It’s something we do on every house,” Sweenor says. “We paint the utility rooms black so the

mechanicals stand out.”

Working with a Viega ManaBloc and PureFlow

tubing gave him an idea. Instead of running the

PEX out in the open, or trying to bend it through

wall or plywood at an awkward angle, he came

up with the idea of drilling holes at a 45-degree

angle for a smooth look and �t.

“I looked through photos of hundreds of

ManaBloc installs and was never quite content

with the presentation of any of the styles I saw,”

Sweenor says. “So I came up with the thought to

neatly guide them in the right direction. Because

they’re �exible, I was able to have the chaos of

connections behind the wall and then they’re

neatly distributed once they’re in the utility

room.”

The results are striking. Controls are accessible,

while dozens of PureFlow tubes running from

the ManaBloc remain hidden.

Working with a Viega ManaBloc and PureFlow tubing gave Jim Sweenor the idea

of drilling holes at a 45-degree angle for a smooth look and fit instead of

running PEX out in the open or trying ot bend it through wall at an awkward

angle.

By installing radiant heat in both the concrete slabs of both basement and garage, as well as in the floor on the first floor, temperatures will typically remain

warmer near the floors.

Viega products ended up being the lifelines of the project, including a 36-port Viega ManaBloc, valves, distribution manifolds, a hydronic mixing block and hot-

and-cold PureFlow PEX tubing for the domestic water supply.

As to functionality, the Sweenors couldn’t be happier with the �nished product. Living in a house originally

built in 1998, the 3,400-square-foot home was previously heated by an ine�cient forced-air system.

The Sweenors decided to go with Viega’s under�oor radiant heating system instead. With a standard

forced-air system, a typical room will be considerably warmer near the ceiling than on the �oor. However,

by installing radiant heat in both the concrete slabs of the basement and garage, as well as on the �rst

�oor, temperatures will typically remain warmer near the �oors.

“It’s by far the most comfortable heating there is,” Sweenor says. “It doesn’t even compare to forced-air

heating. The heat comes up through your feet and warms you from the bottom up, whereas forced-air is

just the opposite. The garage is fully insulated, and we did that primarily for the snow to melt o� … and so

that the cars are warm when we get in them during the cold winter months.”

When Sweenor �rst started thinking about the project, he knew right away he’d be leaning on Viega

during the 10-month-long renovation.

“I’ve been using Viega products for my business for 20 years,” Sweenor says. “We started using Viega

when our plumber brought it to our attention. The product reputation, availability and our prior use of

Viega is why we chose them for our own home.”

Photos courtesy of Viega.

Kristen White is the former public relations and communications manager for Viega.
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Combining geothermal heat pumps and
radiant

The Glitch:

A contractor needs to combine a single-speed water-to-water geothermal heat pump to a highly zoned

radiant �oor heating system.

As a fallback for being short on inventory, his supply house buddy tells him that there’s no need for an

expansion tank in the earth loop because the HDPE piping has enough “give” to accommodate any

expansion or contraction. He now envisions the HDPE expanding and contracting like a piece of

unreinforced rubber tubing, and assumes that he can use this to his advantage on the load side of the

heat pump. He pipes up the radiant �oor manifold with leftover pieces of HDPE pipe as shown in Figure 1.

He uses two �xed-speed circulators, one to supply each manifold station. Individual circuit zoning at each

manifold station is done using manifold valve actuators, each wired to a thermostat.

Can you identify several problems with this approach and propose a better one?

ENLARGE

www.PMmag.com
DISCOVER THE FIXAre you an ace troubleshooter?

Within the pages of this magazine, PM’s Hydronics Editor John Siegenthaler, P.E., will pose a question to

you, our readers, to review a system’s schematic layout and discover its faults, �aws and defects. Discover

archived “The Glitch & The Fix” exercises at its radiant-focused website, www.radiantandhydronics.com.

Good luck!
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PUMPS

A RMSTRO N G FL U ID  TE CHN O L O GY FRA N KL IN  E L E CTRIC

LIGHT DUTY INSTALLATIONS NON-CLOG PUMPS

Z O E L L E R PU MP GRU N D FO S

SEWAGE SYSTEM INLINE PUMPS
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