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Member Profile: Rodenhiser
Plumbing & Heating
Location:  Holliston, MA
Employee Count:  38 employees
Founded:  1928
Niche:  Primarily Residential and Light Commercial
Plumbing, Heating & Air Conditioning

Over the past three years,
Rodenhiser Plumbing and Heating
has achieved a 30-35% growth.
Coincidentally, Rodenhiser became a
member of EAI in May of 1999 in
order to “just get a little bit of help.”
Owner, Andy Rodenhiser said, “I
needed to find a path of knowledge
not previously available.”

Since that time, Rodenhiser
Plumbing has been an active 
participant in the Excellence Alliance
University training programs, having

sent over 10 employees to the variety of programs available.

“It’s about sharpening the blade to make sure it cuts,”
Rodenhiser said of his training investment. “Finding the
courage to make changes means being confident that
you have the knowledge.” Andy and the people at
Rosenhiser Plumbing & Heating have been able to
apply that knowledge gained and put it to good use.

In fact, Rodenhiser’s vision is to become a nationally
acclaimed provider of professional building repairs and
remodeling and to set the standard on customer
service. They plan to do this through building solid
name recognition and providing training so “our people
can continue to grow.”  

This is where Rodenhiser Plumbing sets itself apart -
Andy really cares about his people and works to make
sure there is more than just a paycheck. “I’m very
proud of everyone on my staff. We’ve got good people.”
This is why he works hard to make sure that he delivers
on providing opportunities for his people.

Today, Rodenhiser actively participates in the vocational
training programs at area high schools. Since he received
his training from similar programs it’s not so surprising.

The difference perhaps is that Rodenhiser had tremendous
mentors in both his father and grandfather. “I wanted to
be like him,” Rodenhiser says of his grandfather, one of
the co-founders of the family business.  

When the company’s license expired upon his grandfather’s
death, it was Andy that set the plumbing part of the
business back on its feet by earning his license.
This was a special reward to his parents who
backed him wholeheartedly in his quest to complete
his training and license.

In the coming months, Rodenhiser is looking to stabilize
internal processes and procedures in order to sustain
the growth that they have achieved. “We’ve really
worked to keep our finger on the pulse of the market
and paid attention,” said Rodenhiser.  

He believes that’s the power behind the Alliance, “the
ability to interact with great companies - quality ones -
and find out how they would handle a problem. There’s
credibility in what they [EAI members] are doing.” By
using the power of the network, his own determination,
and the power of his people, he’ll get wherever he
needs to go! •
This is the first in a series of articles
profiling our member companies.

Chairman’s Perspective
By Jim Norris
EAI Chairman/COO

The annual Executive Conference of EAI members is right
around the corner - Boca Raton, November 16-18, 2000.
I sure hope you are going to be there to learn about
all of the major changes that have occurred in your
organization since this time last year.

I was in Phoenix last year during the EAI meeting, visiting
my brother and sister who live there. When I dropped
in on the EAI meeting to visit with Jeff and a lot of my
old friends, I had no idea I would soon be joining the
staff at Excellence Alliance!  Jeff and I talked about
that possibility, but it seemed pretty remote to me.

Well, that was one of the significant changes to take
place during 2000. And there was a great deal more.

During 2000, we established Excellence Alliance.Net,
(EAN) a new and aggressive marketing arm for our
organization. Under the leadership of David Barnes, EAN
has begun marketing the capabilities of EAI members
to facilities managers, multi-location accounts, national
accounts, and a host of other potential clients.  

Utilizing the new web site, EAN is also promoting the
quality skills of Alliance members to residential and
light commercial customers. This is a slow process,
but we plan to be a major source of new business
for all of our members in the near future.

During 2000, we set up the Excellence Alliance
Foundation (EAF) to address the growing problem
of personnel availability in the HVAC/R industry.
Vicki Yorio, EAF Director, has done an extraordinary
job in putting this important program together. (See

Perspective: What
EAI is all About

the article on the Excellence Alliance Foundation in
another part of this issue.)

During 2000, Mike Hajduk launched Excellence Alliance
Consulting (EAC) and has already made an impact
with a number of Alliance members. EAC is offering
business development services, including business
planning, marketing planning, sales organization
development, succession planning, and many other
“hands-on” assistance programs to EAI members.

During 2000, Excellence Alliance University (EAU)
offered more training opportunities to EAI members
than ever before. New courses were added to the
curriculum. Under the leadership of Wendell Bedell,
EAU became the best source of HVAC/R-specific
training available in the entire industry!

Excellence Alliance Services (EAS) has been reorganized
under the direction of David Schulte, Vice President/COO,

and Bob Newton. A number of new purchasing allies
have been added and relationships with EAI’s strategic
allies have been strengthened.

During 2000, Excellence Alliance Group set up separate
business offices for many of these operating units:

Excellence Alliance, Inc.
Denver, CO 1-877-791-9100

Excellence Alliance University
Nashua, NH 1-877-439-4677

Excellence Alliance.Net
Columbus, OH 1-877-324-3444

Excellence Alliance Consulting
Dallas, TX 1-877-324-4822

continued - page 2



The corporate headquarters,
Excellence Alliance Foundation,
Excellence Alliance Personnel, and
Excellence Alliance Services remain in
the Cincinnati office (1-877-463-2392).

These are significant and important
changes in your organization.  Each of
these operating units is focused on providing
specific services, benefits, and programs
to all Alliance members. Each of them is led
by a professional with extensive industry
experience. And each of these operating
units is a full-time service organization
dedicated to increasing the value of
EAI membership.

The year 2000 has been a wildly active and 
progressive year for the Alliance. Think about this:
the best is yet to come! •
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United Service
Alliance Recognition
Early in 2000, Excellence Alliance Group purchased
the United Service Alliance and welcomed USA
members into the Alliance. We have conducted
several programs during the year to introduce the
EAI programs to these new members and to help
them take advantage of the EAI benefits.

Thanks, USA contractors! You have enhanced the
quality of our entire organization! •

Welcome to 
the Alliance
It’s a pleasure to welcome the following new 
members to our group:  

Acosta Heating, Cooling & Plumbing, Charlotte, NC
All Weather Heating and Air Conditioning, Jonesboro, GA
Bay Temperature Control, Baytown, TX
Dayco Heating & Air Conditioning, Kennewick, WA
Quality Heating, Brookfield, WI
Smyth Air Conditioning, Lake Worth, FL
Wray’s Air Conditioning, League City, TX
Fox Service Company, Austin, TX
Rite-Way Ventilating, Tucson, AZ •

EAI Members Win 
Top Honors
Congratulations to the following EAI members. Each
of these members received awards and recognition
in Contracting Business Magazine’s 2000 Quality
Home Comfort Awards program.

Climate Engineering, Milford, CT
1st Place - Retrofit/Renovation (up to 3,000, sq ft)
Renovation of Comfort System within 1929 historic home.
1st Place - New Construction (up to 4,000 sq. ft.)
New Construction of Comfort system within hand-built
custom log home.

Boehmer Heating & Cooling, Pittsburgh, PA
Runner Up, Category A: Retrofit/Renovation (up to 3,000 sq ft)

Arlington Heating & Air Conditioning, Inc., Arlington, VA
Runner Up, Category E: New Construction 
(more than 6,001 sq ft)

These companies and projects were featured in the
July 2000 issue of Contracting Business. In addition,
these EAI companies received special recognition at
the ComforTech meeting in Atlanta in September. •

It’s in the Box!
Last week, an EAI member asked some contractor
friends if they had an employee substance abuse policy
they could share with him. Good question! Every
contractor needs an up-to-date substance abuse policy.

Fortunately, an EAI staff member was included in that
conversation and was able to point out that there is
a complete substance abuse policy outlined in the
EAI Management Policy Manual, beginning on page
106. The policy was developed and honed in real-life
conditions by other EAI contractor members.

Sometimes it’s good to have a reminder of all of the
resources available to members of the Alliance!  

When a contracting company joins EAI, they receive
a large box of resource manuals and materials. Sometimes
they just put them on the shelf and forget about
them.  Big mistake! There is a wealth of information
in those resource guides.

Do you know what’s “in the box?” •

At the recent ComforTech exposition in Atlanta, Excellence
Alliance formally introduced the Excellence Alliance
Foundation (EAF) to the HVAC/R industry. A new EAF video
was featured in the Excellence Alliance booth, and two
EAF workshops were conducted for ComforTech
participants. The EAF video and brochure will be
sent to all Excellence Alliance members along with a
strong appeal to share this information with all employees.

EAF is a pro-active effort to address the severe personnel
shortage in the HVAC/R industry. There is no question
that personnel is the number one problem facing EAI
members and all contractors.

Through EAF, scholarships will be established at
educational institutions that maintain training programs
for HVAC/R industry positions. Most of these scholarships
will be provided at two and four-year colleges,
although other, non-college, training schools will
also be eligible for scholarship funds.

Funding for the Foundation will be provided through
voluntary donations from EAI member companies,
their employees, EAI’s strategic and purchasing

allies, other contractors - any reputable source.

All of the funds contributed to EAF will be used to provide
scholarships to students - 100%. The costs of maintaining
and administering the Foundation will be paid by
Excellence Alliance Group. 

That’s an important distinction. Charities and foundations
typically use 35% or more of the funds they collect to
administer the programs. Those contributions never
make it to the folks who need them. EAF plans to
provide 100 scholarships during 2001. At an average
cost of $2,000 each, EAF needs to generate at least
$200,000 in contributions in the next several months.
Your company and your employees are extremely
important in this effort!

100 scholarships might not seem like much. Clearly it
isn’t enough to solve the personnel crisis in our
industry. But, it’s a start.

And if EAF’s scholarship program brings 50 people into
the HVAC/R industry who might otherwise have gone
into other careers, it will be a very important start! •

Excellence Alliance Foundation is on the Move!

Training Schedule &
Calendar of Events
EAI National Executive Meeting
Nov 16-18, 2000 Boca Raton, FL

ACCA Conference
Feb 25-Mar 1, 2001 Las Vegas, NV

EAI Manager’s Meeting
May 17-19, 2001 Cincinnati, OH

HVAC/R Commercial Service
Agreement Sales Program
Oct 30-Nov 3, 2000 Boston, MA
Dec 4-8, 2000 Washington, DC
Jan 22-26, 2001 Dallas, TX 
Mar 26-30, 2001 Orlando, FL
May 28-Jun 1, 2001 Cincinnati, OH
July 23-27, 2001 San Francisco, CA
Sept 24-28, 2001 Boston, MA

Leadership Retreat 2000
Nov 6-7, 2000 Washington, DC
Apr 9-10, 2001 Orlando, FL
May 14-15, 2001 Cincinnati, OH
Sept 10-11, 2001 Denver, CO
Oct 29-30, 2001 Washington, DC 

Marketing Management
Dec 14-15, 2000 Boston, MA
Apr 25-26, 2001 Orlando, FL
Oct 24-25, 2001 Dallas, TX 

Residential Sales Skills Program
Nov 6-8, 2000 Washington, DC
Jan 29-31, 2001 Dallas, TX 
Apr 2-4, 2001 Orlando, FL 
May 21-23, 2001 Cincinnati, OH 
Sept 17-19, 2001 San Francisco, CA 
Oct 29-31, 2001 Boston, MA 

Strategic Sales Management
Dec 11-12, 2000 Boston, MA
Apr 23-24, 2001 Orlando, FL 
Oct 22-23, 2001 Dallas, TX •
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Get the EAI Discount on
Soaring Gas Prices
87 octane gas goes for $1.75 at the pumps in Denver.
Whether gas costs are higher or lower in your area,
they are more than you need to pay!

Mobil, BP, Exxon, Texaco, and Shell offer EAI members
a direct discount of up to 3% per month on their fuel
purchases. (Mobil offers 3 cents per gallon discount;
the others are 3% of fuel purchases.)

In Denver, 3% amounts to 5.25 cents per gallon. And this
discount is applied directly to your credit card statement at
the end of the month - from the gas pump to your bottom line!

You know how much you’re spending on gas each month.
What would a 3% direct discount mean to your company?

To qualify for this discount, you need to apply for a
new, specific EAI credit card account from each of
these fuel suppliers. Your old credit card account
won’t do the job. It has to be a new account.

It is very easy to sign up. All of the forms you need
to take advantage of this special EAI program are
located in your Strategic Allies Resource Binder
under the “Automotive” tab.

If you are missing any of those forms, call Bob Newton
at 1-877-465-2392, and he will fax them to you. •

Many members are using EAI’s exclusive
MentorNet service to get timely answers to their
most pressing questions.

•  How do you handle freight charges for parts sold 
as part of a service call?

•  What is a good electronic leak detector?
•  Does anyone have a good manager/supervisor 

evaluation form?
•  Any helpful hints on how to market controls 

capabilities to commercial customers?
•  Ideas for sales commission levels?
•  Does anybody have a schedule of “spiffs” for 

technicians who sell replacements?
•  Is anyone using a GPS system to track 

service/installation trucks?
•  How do you calculate truck “show up” charges 

for service customers?

These are just a few of the questions that have been
posted - and answered - on MentorNet over the last
few weeks. The questions cover a wide range of business
and technical issues that face contractors every day.

If you’re not using MentorNet, you are missing out
on a valuable source of information.

The process is simple.  MentorNet is an e-mail based
information exchange service provided by EAI. There
are seven information exchange network groups available:

•  Executive Management 
(Exclusively company owners/managers)

•  Education & Training
•  Operations

EAU Expands 
Fall Schedule
Five Great Programs to Help You!
Because of great demand, Excellence Alliance University
will offer five additional training programs this fall:

Leadership Retreat 2000
November 6-7 Washington, DC

Marketing Management 2000
December 14-15 Boston, MA

Strategic Sales Management
December 11-12 Boston, MA

Residential Retail Sales
November 6-8 Washington, DC

HVAC/R Commercial Service 
Agreement Sales Program
December 4-8 Washington, DC

EAI members recently received a fax announcement
of these new course offerings. To register, you can
use the registration form provided with that announcement.
Or, you can call Mary Kiriakakos at 1-877-439-4677.       

Act quickly. These courses are filling up! •

•  Human Resources
•  Sales and Marketing
•  National Account Sales
•  Purchasing

When you sign up for MentorNet, you will select the
exchange groups you wish to join and you will be
added to the appropriate “subscriber” lists. You will
then begin to receive e-mail questions and answers
from other EAI member “subscribers.”

There is no charge for this valuable service. It is
part of the networking opportunities that EAI 
provides for its members.

You are under no obligation to post any questions, and you
are under no obligation to respond to any of the questions
that are sent to the MentorNet network. Use it when you
need ideas or when you have specific information to share.

To register for MentorNet, you can go to the
Excellence Alliance web page (members only section)
at http//www.excellencealliance.com and sign up
there. Or send an e-mail to Jim Norris at jimn@eainet.net
and request that you be added to the subscribers list
for any or all of the information exchange groups.

Note to current MentorNet users: 
Every once in a while, when a MentorNet question
generates a particularly good answer from a member,
other contractors chime in with “Me Too” or “Ditto
That” messages. Good e-mail etiquette says don’t do
that! “Ditto” comments clutter up the e-mail messages
without adding any new information. Let’s keep the e-mail
airwaves open for significant exchanges of ideas!  •

MentorNet Answers Your Tough Questions Great Workshops
Planned for 
Executive Meeting!
A series of informative workshops is scheduled for
the EAI Executive Meeting in Boca Raton next month.
All members of the Alliance have an opportunity to gain
new insights and new ideas from these presentations.

Following is a summary list of the workshop topics:

Taking Care of Internal Customers – Mitchell Cropp,
Cropp-Metcalfe Air Conditioning & Heating, Fairfax,
VA. Mitchell Cropp will outline the progressive programs
his company uses to provide recognition and a better
quality of life for all employees.

Developing Self-Directed Work Teams for
Commercial Service and Maintenance Work – 
Eric Bindner, Climate Engineering, Denver, CO. Eric
Bindner will outline an innovative, team-based
approach to organizing and managing maintenance
calls for commercial customers.

Developing Beneficial Relationships... 
with Utilities? – Mark Hawks, Hawks & Company,
Colingswood, NJ. Mark cherishes his status as an
independent contractor, and he also values the special
projects work his company does for a New Jersey
/Delaware utility.

Effective Credit Checks – Dun & Bradstreet.
Representatives of Dun & Bradstreet will outline the
essential steps necessary to validate the credit-
worthiness of customers.

Marketing to Multi-Location Accounts – David
Barnes, Excellence Alliance.Net. What’s the latest on
EAN’s sales efforts with national accounts and multi-
location account clients? What is EAN doing to promote
the exceptional service capabilities of EAI members?

Qualifying Sales Opportunities – Wendell Bedell,
Excellence Alliance University. Step-by Step
processes and checklists to help you identify and
close on your very best sales opportunities!

10 Things Successful Service Contractors Do – Mike
Hajduk, Excellence Alliance Consulting. Ten key internal
processes and procedures that all top service contractors
perform every day – critical keys to success in the
service business.

Smart Buying – David Schulte, Excellence Alliance
Services. How to gain maximum advantage through
EAI’s Strategic Allies and Purchasing allies. It’s your
money! Are you spending it wisely?

Marketing Strategies – Paul Raygor. Marketing consultant
Paul Raygor will offer critical insights into how you
can differentiate your company from your competition
to keep your customers and win more business.

Using the Internet: eCommerce for Contractors – 
Jim Norris, Excellence Alliance, Inc. A beginner’s
look at evaluating opportunities presented by the
Internet. Is eCommerce in your future business
plans? Should it be? •

Last Chance to Sign
up for EAI
Executive Meeting!
EAI’s 4th Executive Meeting, November 16-18, will
be here before you know it! Have you made your
reservations? If not, don’t wait another day. Call:

Meeting Registration: 
Jennifer Williams- (1-877-463-2392).

Hotel Room Reservations:
Boca Raton Hotel & Club Hotel - (1-561-447-3000)
or Radisson Bridge Resort - (1-561-368-9500).
(Tell them you are with Excellence Alliance.)

EAI will sponsor two members and their spouses
from each company. (This does not include airfare or
hotel accommodations.) Additional registrants will
pay a registration fee of $400 per person. •



New Purchasing
Ally: Arzel
Zoning
Technology
Arzel Zoning Technology, Inc. products
can enhance your reputation for
taking care of the customer by 
providing an array of high quality
products designed to resolve 
customers’ comfort problems. If you
take advantage of this new relationship,
you’ll be in a better position to solve
design and installation problems and

assist these customers in reducing energy consumption,
maintenance and equipment costs.

Arzel’s unique design simplifies zoning for both new
and retrofit applications. The use of low pressure
pneumatics to actuate dampers helps eliminates
the need for expensive motors and transformers
and reduces noise. In fact, the products can help
you eliminate the cost and necessity of duct
redesign and disruption. The systems can be
installed with any 24 volt thermostat - reducing your
material and labor costs - in turn, allowing you to
achieve higher margins.

This new Strategic Purchasing Relationship allows you:

•  A 2.5% allowance on all new product purchases

•  Co-op advertising for up to 5% of your previous 
year’s purchases

For more details about this relationship and product,
call David Schulte, VP/COO EAS:  877.463.2392. •

625 Eden Park Drive, Suite 300
Cincinnati, OH 45202
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Calculating Hourly
Truck and Travel Costs
A recent MentorNet question raised the issue of how
much it costs to operate a service vehicle on an hourly
basis.This information is essential to determining
what your trip charge selling price should be.

Wendell Bedell, EAU President,  provided the following
process for calculating those charges.

Cost Item Cost
Truck Lease/Loan $ 6,600
Tools $ 250
Insurance $ 900
Maintenance $ 350
Total Annual Expense $ 8,100

Available Weeks 46
Cost per Week ($8,100/46) $ 176

Available Hours/Week:
Total 40
Efficiency Factor 1.25
Net Hours Avail. 32

Truck Cost per Hour $ 5.50
Depreciation Cost/Mile 0.22
Fuel Cost per Mile

$ Gallon $ 1.61
Mileage per Gallon 12
Fuel Cost per Mile 0.13

Total per Mile Cost $ 0.35

Once you have these data points you can then calculate
your per trip charge selling price:

Average number of trips per day = 5
$5.50 X 8 Hours divided by 5 = $8.80 per trip
Average miles per round trip = 35
35 mile round trip X $.35 per mile =$12.25
Total trip cost = $21.05

Sell price for T&M at 50% Gross Margin = $42.10 •

Quest for Excellence is a publication by Excellence
Alliance, Inc., a membership organization of
independent residential and commercial mechanical
contractors. If you have a story or information that
you think should be included please email it to:
denisel@eaginc.net. To send requests for duplicates
or to be removed from our mailing list, please email
your request to:  denisel@eaginc.net.  •

A Different Take on
Leadership Qualities
Andy Rodenhiser (Rodenhiser Plumbing & Heating,
Holliston, MA) sent us an interesting article from
the September-October Harvard Business
Review: Why Should Anyone Be Led By you?

The article highlights four unusual qualities that
inspirational leaders possess.

They selectively show their weaknesses.
By exposing vulnerability, leaders reveal their 
humanity and their approachability. They’re 
more accessible to their people.

They rely heavily on intuition to gauge the 
appropriate timing and course of their actions.
The ability to collect and interpret soft data and
unrelated information helps them know just
when and how to act.

They manage employees with “tough empathy.”
Inspirational leaders empathize passionately -
and realistically - with people. They care intensely
about their people and the work they do.

They reveal their difference. Great leaders 
capitalize on what’s unique about themselves.

These are interesting qualities - not the sort of
qualities we normally associate with great leaders.
They are qualities that enable us to inspire people
to greatness, not merely do what we say. This is
good food for thought!

(Of course, Excellence Alliance members 
read the Harvard Business Review! Why 
are you surprised?!)  •


