




N
o matter what field you’re in, the principles of coaching remain 
the same.

In that respect, Business Coaching is very similar to 
sports coaching. In sports, a coach pushes an athlete to 

achieve optimum performance, provides support when they are exhausted 
and teaches the athlete to execute plays that their competition does not 
anticipate.

A sports coach will make you run more laps and make you worker 
harder than you would on your own, even when you don’t feel like it. A 
sports coach will tell it like it is and they will listen to you.

Fortunately, a Business Coach does many of the same things, but in 
a way that is focused on creating a successful business.

The role of a Business Coach is to coach business owners through 
guidance, support, accountability and encouragement.

Business coaching helps owners of small and medium sized 
businesses with their financials, sales, marketing, management, team 
building and so much more. Most importantly, just like a sports coach, your 
Business Coach will make you focus on the game.

To put it in the words of a satisfied plumbing contractor, ““Here’s the 
bottom line - Business Coach visit + planning + implementation + positive 
thinking = More profits.  The Business Coach has a way of seeing things 
that can make a positive change in your business.”  It is like that old 
saying, “You can’t see the forest for the trees.”  Sometimes you are just too 
close to see what needs to be done.  Or you are too emotionally involved 
to accept what needs to be done.  Just by having a Business Coach 
confirm what you have been thinking may be all it takes.  It is better to ask 
for help now before it is too late to make those necessary corrections.   

IT IS A FACT!  As businesses grow the issues that face the success 
of the business grow also. Why face these issues alone?

With the help of the a Business Coach you can get an outside view 
for the business from industry professionals with recommendations for 
improvement.

As a business grows you face new WALLS that must be climbed to 
get to the next level. A Business Coach will work with you to build a ladder 
of success to get your business to the next level.

Some of the items a Business Coach can help you with include:

•	 Business Tune-up 
Every aspect of your business should be reviewed with a detailed 

report and recommendations for improvements. PLUS, you should 
receive follow-up with implementation.

 Financial Review
Do you know if your sales price is in line with the profitability you 

need/desire? Do you understand your financials?  Do you receive your 
financials by the 10th of each month?  A Business Coach can explain the 
importance of timely financials, help you understand your financials, and 
review your financials to find out if enough is being charged to keep you 
company in business and allow for future company growth.

•	 Management Structure 
As a company grows so do the demands on the management. Make 
sure that you are ready to grow. 

•	 Implementation Support 
Having trouble implementing systems and processes? A Business 
Coach will work with you and/or your employees to get things 
accomplished. A few of these are: 
o	 Establish Processes and Procedures 
o	 Improve your Business Operations 
o	 Set Priorities 
o	 Establish Job Descriptions

There are many industry coaches that can help you with whatever 
challenges you are facing.  You should try to find a coach that has a 
background specific to your business/industry. Be sure to perform your 
due diligence in checking out the coaches you are considering.  Many 
thousands of dollars have been wasted when the wrong coach/company 
was hired.  Ask for referrals from contractors within your industry and then 
be sure to contact them.

The last thing to remember is unless you are willing to make 
changes, forget the coach and save your money and keep doing what you 
are doing.  You’ll never know how good “it could have been.”

Charlie Wallace is Vice President/COO for the Quality Service Contractors, 
an enhanced service group of the Plumbing-Heating-Cooling Contractors-
National Association. For more information about QSC, visit www.qsc-
phcc.org or contact Charlie Wallace at 800-533-7694.

What Can a Business Coach Do for You?
By Charlie Wallace
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To grow professionally we aligned ourselves
with an organization that had a strong
emphasis on training and education. The
sharing, the Power Meetings and the cama-
raderie experienced since joining QSC has
helped take us to the next level!

‘‘

‘‘

Our members say it best!

Quality Service Contractors

(QSC) is an elite professional

association that assists 

plumbing and HVACR service

and repair contractors. We help

each member reach their

potential in our increasingly

demanding industry. As a

member, you benefit from

business management services

and state-of-the-art training

to enhance your image and

enable you to better serve the

needs of your clients.

For more information 
call (800) 533-7694 

or e-mail wallace@naphcc.org

Visit our Website: 
www.qsc-phcc.org

Teamwork
THE QSC ADVANTAGE

How Today’s Quality Service Contractors Stay Ahead

Patty Frank
Milton Frank Plumbing Co.
Spring, TX

Circle 381
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T
he Maryland Plumbing-Heating-Cooling Contractors 
apprenticeship graduation ceremonies were held April 20th at 
the Center of Applied Technology, North in Severn, Maryland 
and on April 12th at the Essex Community College in Baltimore 

County, Maryland.
Apprentices who successfully complete the four year plumbing 

program receive 24 college credits towards a Bachelor of Arts Degree.
Graduates awarded diplomas for successfully completing the four 

year program held at Essex Community College were:
•	 Brian Bender sponsored by Emjay Engineering, Inc.
•	 John Bongiovano sponsored by Blue Dot of Maryland, Inc.
•	 Jesse Frantz sponsored by Baldwin Mechanical, Inc.
•	 Richard Hall sponsored by Mitchell Plumbing & Heating, Inc.
•	 Nicholas Holton sponsored by Mitchell Plumbing & Heating, Inc.
•	 Isaac Journey sponsored by L. H. Cranston, Inc.
•	 Daniel Verzi sponsored by Karl Ay, Inc.
•	 Frank Wagner sponsored by L. J. Brossoit & Sons, Inc.
•	 Charles Walpole sponsored by L. H. Cranston, Inc.
•	 Richard Ward sponsored by Mechanical Engineering & Construction 

Corp.

Graduates from the Center of Applied Technology, North in Anne 
Arundel County who received their diplomas were:
•	 Michael Boettcher sponsored by Linthicum Plumbing & Heating, Inc.
•	 Brandon Cordes sponsored by Smith Mechanical Systems, Inc.
•	 Steve Secoski sponsored by Mechanical Engineering & Construction 

Corp.
•	 Michael Luttrell sponsored by R. H. Perkinson, Inc.
•	 Joshua Lang sponsored by Heidler, Inc.
•	 Joshua Jones sponsored by RJ’s Plumbing & Septic Services, Inc.
•	 Jason Fehrmann sponsored by G. E. Tignall & Co., Inc.

The graduates who successfully completed and passed the 32 
hour course in both practical and theory approved by the Maryland State 
Board of Plumbing to be certified as a Backflow Preventor Device Tester/
Mechanic were awarded their Backflow Certification Certificates at the 
graduation exercises.

Completion certificates were also awarded to the first, second and 
third year classes at the Center of Applied Technology, North and Essex 
Community College.  

Mrs. Kathy Stradley, President of the Maryland PHCC Auxiliary, 
presented the Robert McLaughlin Awards on behalf of the Auxiliary.  

The Robert McLaughlin Award for outstanding Academic achievement 
were presented to the following apprentices who attended school at Essex 
Community College:

4th year – Daniel Verzi		  3rd year – Ryan Green
2nd year – John Haislip		  1st year – Jonnie Sexton

Recipients from the Center of Applied Technology, North were:
4th year – Michael Boettcher	 1st year – Kevin Zerhusen

A special “thank you” to the instructors for their heard work and 
dedication to the plumbing program:  Anne Arundel County – Center of 
Applied Technology, North

Jim Charnesky – 1st year		  Ed Reger – 4th year

Baltimore County – Essex Community College
George Malone – 1st year		  Ron Hebb – 2nd year
Bryon Harris – 3rd year		  Richard Small – 4th year

And a special “thank you” to our special programs instructor Charlie 
Chalk.

Lastly, I would like to thank the Apprenticeship committee, A. Dahle 
Amendt, II, Plumbing Chairman, and committee members Ralph Vitale, Sr., 
Jim Berndt, Ed Zepp IV and Vernon Gauss.

MARYLAND PHCC PLUMBING
APPRENTICESHIP SCHOOL
2011 GRADUATES

By Michael J. Kastner, Jr.
Administrative Chairman
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Essex Community College 3rd year apprentices pictured with Bryon Harris, Instructor

Center of Applied Technology 4th year graduates wtih Ed Reger, Instructor
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Essex Community College 4th year graduates pictured with Richard Small, Insructor

Essex Community College 2nd year apprentices pictured wtih Ron Hebb, Instructor

Center of Applied Technology 1st year apprentices
pictured with Jim Charnesky, Instructor

Winners of the Robert McLaughlin Award for Outstanding Academic 
Achievement. Pictured (left) is Kevin Zerhusen 1st year; 

and (right) Michael Boettcher, 4th year.

Winners of the Robert McLaughlin Award for Outstanding 
Academic Achievement. Pictured with President Stradley 
are (top to bottom) John Haislip, 2nd year; Ryan Green, 

3rd year; and Daniel Verzi, 4th year.



E
mployee fraud only happens at big companies, right? Wrong. The 
2010 Chubb Private Company Risk Survey reports that in the past 
5 years, 30% of companies experienced significant losses due to 
employee theft.  And it’s not just at large companies. According to the 

Association of Certified Fraud Examiners (ACFE), businesses with less than 100 
employees suffered median losses almost double that by companies with more 
than 1000 employees. Why? It’s easier to steal from a small company. It seems 
like a contradiction but the same reasons a small company is a great place to 
work (less bureaucracy and everyone knows each other) are the same factors 
that make small businesses a target. So what can you do? 

There are typically three factors that converge to make an employee steal 
from his or her employer. ACFE refers to it as the Fraud Triangle: Pressure, 
Rationalization and Opportunity. In early 2011, the PHCC Educational 
Foundation sponsored a two part webinar that focused on the minimizing 
opportunity for employee fraud through financial controls. You can listen to the 
presentation by visiting the archived educational materials on the PHCC website.  
In addition to strong financial controls, you need sound human resources 
practices to help with each aspect of the Fraud Triangle. 

Pressure, need and motive are all names for the same first leg of the 
triangle. How can an employer prevent someone else’s motive? There are two 
things you can do: don’t give the employee grounds for motive and provide 
appropriate support to address external factors that might create need. 

One reason employees steal is because they are dissatisfied with their 
employer.  Disgruntled employees think of stealing as evening the score. It’s 
easy to fall prey to this thinking. As one executive admitted, early in her career, 
her boss was so confrontational that after frustrating meetings, she would go to 
her cubicle and do nothing but make personal phone calls as revenge. She was 
stealing by intentionally wasting compensated time. While this seems minor, that 
is often how fraud starts. It begins small and builds until it is significant.

The best thing to do is avoid allowing dissatisfaction to build. Often, the 
things we do or don’t do have a negative impact on our employees. Here are a 
few easy things to build employee satisfaction:

•	 Provide the right tools and resources for your employees to do the job well.
•	 Compensate employees fairly for their work; don’t begrudge legitimate 

overtime or business expenses.
•	 Listen when an employee has a concern or a suggestion; follow up and 

close the loop so the employee knows you heard them – even if the answer 
is no.

•	 Allow some socializing; one of the biggest measures of employee 
satisfaction is having a friend at work.   
There are external factors that create motive too including financial strain 

and abuse or addiction issues including drugs and gambling. Good background 
checks and drug testing programs help prevent you from hiring a person with 
significant issue. But what about employees that managed to pass the screening 
regardless or developed a problem during their employment? 

Watch for signs of changing performance. The external factors that can 

serve as cause for theft also impact the person’s performance at work. Common 
signs are increased friction with co-workers, a change in the person’s attention 
to detail or to make deadlines, reduced productivity, and a change in attendance 
habits. Address the changes but stick to work performance rather than delving 
into potential causes. You don’t want to make a wrong assumption and anger the 
employee.     

Another tool to help employees with external issues that create motive 
to commit fraud is an Employee Assistance Program (EAP). EAPs provide 
professional and objective help on a variety of topics from alcohol and drug 
problems, gambling addiction, childcare needs, spousal abuse, and emotional 
issues. EAPs are typically very affordable and more and more, are bundled 
with other benefits like long-term disability.  If you have access to an EAP, or 
implement one, make sure the information is distributed regularly to employees. 
Even if you gave it to an employee when hired, if they didn’t need it then they 
probably have forgotten about it. Ideally employees will self identify a need for 
the EAP and call the confidential number. Sometimes it is appropriate for the 
supervisor to refer the EAP to an employee. Most EAPs provide training to 
supervisors on how to properly refer the service.

The second part of the Fraud Triangle, rationalization, is less concrete to 
address but nonetheless, something you as an employer can influence. If an 
employee feels they are owed something, it is easier for them to steal. Some 
of the things you do to avoid motive apply here as well: fair compensation and 
reasonable expense reimbursement. 

An area that is less tangible is setting the culture to prevent the 
rationalization that everyone steals. You can have a security policy, a code of 
conduct, and a set of core values for your company. All of those are important 
but none of them really create your company’s culture. Employees learn their 
company’s culture from the actions and examples of their managers and co-
workers – not from framed statements or wallet card reminders. Even if you are 
perfectly honest, you may be allowing the wrong culture by failing to address 
performance. 

Taxes are a perfect example. People are less likely to pay their taxes (or 
their full share) if they think others are getting away without paying. It has to do 
with our innate sense of fair play. It’s hard to always do the right thing when you 
know others are cheating. 

This is equally true at work. For example, if everyone in the office knows 
one co-worker is abusing the leave policy and getting away with it, the frequency 
of unscheduled absences for all employees rises. If a coworker routinely runs 
errands in between service calls in a company vehicle and with company gas, 
then why shouldn’t everyone? Having standards, consistently holding everyone 
accountable for the standards and personally modeling ethical behavior is an 
essential part of reducing rationalization for employee theft. 

Realistically the biggest thing you can do to prevent employee fraud is to 
eliminate opportunity. There are several policies and practices you need in your 
human resources program to reduce opportunity for employee theft. 

One of your best lines of prevention is hiring the right people. According to 

Prepared for the PHCC Educational Foundation by TPO, Inc.

Preventing
Employee Theft
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Employee Theft
ACFE, 12% of employees caught stealing from their 
employers in 2009 had been fired by their previous 
employer; 7% had prior criminal convictions. Doing 
through references and conducting background 
checks is essential. 

Start with a good application form. The form 
should include the statement that all information on 
the application is subject to verification and that any 
false or misleading information may result in refusal 
to hire or, if already hired, immediate discharge. 
Have everyone complete and sign the form even if 
they have a resume with almost identical information. 
This gives you consent to check reference and verify 
employment. Equally important, the candidate waives 
his or her right to challenge an adverse action like 
firing them after hire if you learn he or she lied on the 
application.  

Many employers don’t bother with doing 
references. Admittedly there are two valid reasons 
for not bothering. First, the references the employee 
provides are most likely going to be positive. That 
puts the burden on you to find the right people to 
talk to rather than rely on the names provided. The 
second reason is former employers are often hesitant 
to give references, especially negative ones. 

Know your state laws; some states offer 
employers protection in giving true, verifiable 
and factual statements in references. Also, ask 
specific questions and you will get more and better 
information than if you rely on just what the former 
employer chooses to tell you. 

Background checks for criminal, credit or driving 
records are essential. Be sure to limit the background 
checks to what is necessary for the position. For your 
accountant, you probably need a criminal and credit 
check. For a technician, you might need a driving 
record and a criminal background check. 

We highly recommended you outsource this to 
a reputable firm rather than do it yourself. Background 
checks have become affordable and simple for even 
the smallest budgets. Be sure to check on the breadth 
and age of the databases the firm uses. You want to 
look beyond just your local jurisdiction and make sure 
it is current data and not several years old.   

For some information such as credit history, you 
need to obtain written permission from the employee 
with specific language. See more information on 
the Fair Credit Reporting Act http://www.ftc.gov/os/
statutes/fcradoc.pdf. Some states limit employers 
from using credit checks for hiring and employment 
decisions unless there is a bona fide job related need 
so be sure to check you state laws. 

Have a code of conduct policy that sets the 
tone that you are an ethical company. Components 
of the policy should include the expectations that all 
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Available through D & B Distributing, 
a family owned and operated wholesaler doing
business for more than 30 years in Maryland.

We stock over 300 Jetglas® Water Heaters of all sizes – from 
32,000 to 725,000 BTU’s Natural Gas, LP, Oil, and Electric. 

We will build Commercial Electric Jetglas® Water Heaters 
to order, with same day delivery. We are UL Listed.  

Jetglas® Water Heaters are made in the USA!

Call us today for more information!
D & B Distributing Co., Inc.
1-888-JETGLAS
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employees avoid conflicts of interest, maintain company property and assets, 
comply with anti-drug policies, and cooperate in company investigations if 
needed.

Have a no retaliation policy that covers both employees reporting suspicion 
of fraud and participating in company investigations of illegal activity. Make it 
clear that as long as employees are acting in good faith and are honest, the 
company promises no retaliation.

Be clear that desks, vehicles, lockers, cubicles, are provided for employee 
convenience and use but remain the company’s property. Reserve the right 
to search them at any time, with or without cause. It is easy to unintentionally 
undermine this policy by allowing employees to lock drawers or use personal 
padlocks for toolboxes and lockers. Wherever possible, provide the locks needed 
by employees to secure their work equipment. Add to your policy a prohibition 
against personal locks and assert your right to cut off all locks not issued by the 
company.  

Consider building in regular (but not pre-scheduled) checks and searches. 
This helps dispel the sense of privacy and minimize feelings of invasion or 
concern of being targeted. It can also help make you feel better about checking 
up on things so when there is suspicion or cause, it is not the first time you have 
audited or searched the workplace. 

A sound electronic communications policy further reinforces limits on 
expectations of privacy in the workplace. State that you have the right to monitor 
and read all electronic communications on company provided systems. Again, 
allowing employees to create their own passcodes and or change them at 
will sends a conflicting message. While passcodes are an important part of 
protecting your company information, you can provide the password or require 
employees to provide them to you. Note that even when legitimately monitoring 
communications on company systems, you should stop reading a message if the 
content is clearly personal to avoid claims of invasion of privacy. 

Provide and require the use of company equipment; do not allow personal 
cell phones, wireless devices, etc. to be used. Beside your interest in having 
access to all the data on the devices like customer contact information, you only 
have the right to monitor company provided equipment. 

Employment of relatives is another policy to consider. While it may not 
make sense to prohibit employment of relatives, your policy should state that 
employees must disclose the relationship and that employees cannot directly or 
indirectly supervise a relative.   

Your policy manual should include an overall security statement that the 
company reserves the right to inspect and search employees, their personal 
property, their files and electronic media. From a practical perspective, if you 
need to conduct a search, ask the employee for access; if they refuse, you can 
discipline for failure to cooperate with your policy or insubordination. 

Craft a vacation policy that requires employees to take time. Many 
companies rely on use it or lose it policies (take the time by the end of the year 
or forfeit the benefit) and while that may encourage most employees to take 
vacation, a person concerned about hiding fraudulent activity will forfeit the time 
to avoid detection. 

Job rotation is another way to have a different employee perform a function 
and reduce the possibility of fraud. To effectively do this, once the employees 
are cross trained on the different duties, the rotation must be assigned with little 
notice. 

There are a few general practices that will help prevent fraudulent activity. 

•	 Use customized receipts and time cards. Dishonest employees can buy 
generic versions at an office supply store and file false receipts or even 
make a dummy employee timecard to collect a second paycheck. 

•	 Develop a process that requires regular checking out and return of 
company property.

•	 Establish procedure to report missing or stolen property that allows you to 
track and identify trends or patterns. 

•	 Establish sanctions for losses to encourage care of company assets and 
discourage theft.  

•	 Verify expenses, mileage and gas consumption. With software programs 
like MapQuest, it is easy to check both time and miles for business travel. 

•	 Keep an open door policy. Employees need to feel they can approach you 
and trust you if they suspect a co-worker of theft. The most common way 
fraud is detected is from tips—over 40%. 
Unfortunately employee fraud is a real threat to businesses of all sizes. 

While there is no fail-safe way to prevent it, every business should have concrete 
practices and policies in place to limit their exposure to employee theft. You can 
impact every aspect of the Fraud Triangle and minimize your risk of significant 
losses. 

This content was developed for the PHCC Educational Foundation by TPO, 
Inc. (www.tpo-inc.com). Please consult your HR professional or attorney for 
further advice, as laws may differ in each state.  Laws continue to evolve; the 
information presented is as of April 2011. Any omission or inclusion of incorrect 
data is unintentional. The PHCC Educational Foundation, a partnership of 
contractors, manufacturers and wholesalers was founded in 1987 to serve the 
plumbing-heating-cooling industry by preparing contractors and their employees 
to meet the challenges of a constantly changing marketplace.
If you found this article helpful, please consider supporting the Foundation 
by making a contribution at http://www.foundation.phccweb.org/invest. 



The g loba l  leader
in  p lumbing,  heat ing

and p ipe  jo in ing  systems

Contact Viega for more details: 1-800-976-9819

ProPress® features and benefits:

•	 Makes	a	secure	connection	in	four	to	seven	seconds		
on	sizes	1/2"	to	4",	over	60	percent	faster	than	soldering*

•	 Proven	under	pressure	to	provide	a	consistent,	strong,		
reliable,	air/water-tight	seal

•	 Eliminates	need	for	tanks,	torches,	thread	cutters,		
solder	and	flux.

•	 Meets	the	most	rigorous	testing	codes	and	standards		
in	North	America

•	 Allows	joining	of	wet	connections,	making	it	the	fastest		
flameless	repair	solution	

•	 50-year	warranty	on	the	connection	

Check	out	the	amazing	prizes	you	could	win	at		
www.ViegaChallenge.com.

Take	the	Viega	ProPress	It!	Challenge	and	see	why	Viega	is	the	global	
leader	in	plumbing,	heating	and	pipe	joining.

*MCAA	labor	times	for	sweat	(solder	cup)	vs.	press	

www.viega.com  |  1-800-976-9819

Viega press 
technology is 
faster and more 
reliable than 
traditional soldering, 
and we’re willing  
to prove it.
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“It’s got to live up 
to my reputation.”

Today’s homes need a system that provides maximum water
efficiency without sacrificing performance. That’s why plumbing
contractors like Brian Wilk choose FLUSHMATE®.

Maximum Water Efficiency
• FLUSHMATE® IV, 1-gallon per flush – 

saves 33% more water than traditional 1.6 gpf toilets
• No leakage
• Sustainable savings

Top Performance
• 97% User-Recommended and Plumbing Contractor-Approved
• Exceptional drainline carry

Strong Flush
• Strong pressurized flush action
• More than twice the power of gravity toilets 

(70-gallons per minute vs. 30-gallons per minute)
• Scrubbing flush action for cleaner bowl

For all the details before you buy, go to 
www.flushmate.com or call 866-873-1391.

The most water efficient toilet technology in the world.

IMPORTANT: FLUSHMATE® is not designed to work with your existing toilet. 
A new toilet with FLUSHMATE® inside is required.MADE IN U.S.A.

Brian Wilk 
Vice President

Bishop Plumbing, Inc.
Des Plaines, IL 60016

“I have one FLUSHMATE® in
my home and I am getting
ready to add an additional
one in the second bathroom.
I am very pleased with the
operation of the system and
have recommended the
FLUSHMATE® to several of
my friends. I also love the fact
that it conserves water.
Thank you.”

B. B. — Naperville, IL

“That’s why we have
one of these on every
one of our trucks.”

5 Reasons to use toilets equipped with FLUSHMATE®

1.0 gpf instead of dual-flush

1. Single-flush system – no need to re-train individuals how to
use a fixture properly

2. No Double-Flushing – eliminates needless double flushing

3. Meets ADA – left or right-hand handles (push buttons typically
do not meet this requirement)

4. Water Performance – FLUSHMATE® 1.0 gpf fixtures rated to
push over 1,000 bulk-waste grams

5. Full-size Water Surface – 10” x 12” to keep the bowl clean
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