
Leadership Insights Q&A 
QH O W c a n the industry focus l eaders on de l iver ing qual i ty 

to the customers? 

A "It is the value and focus the organization places on quality that determines the 
focus of its leaders. If profits and other issues are more important, then the com-

pany's quality to focus will follow." - Bob Franey, Total Landscape Inc., St. Louis, MO 

"Identify what customers want. Look at where we as leaders have our companies doing the 
right thing and where we are weak and why. Once you know that, plan and implement the im-
provements." - Mike Leuders, Leuders Environmental Inc., Needham, MA 

"The best tool I have found for keeping our leaders focused on the customer is a business plan 
that allows them to keep score of the customer's satisfaction. We know once we have a cus-
tomer for three years they are ours for the long run. New sales are a must, and of course we 
track that, but we also look very hard at how the customer votes on our service with their re-
newal " b a l l o t P h i l Fogarty, WEED MAN, Euclid, OH 

Continued from page 2 
of this design, w e wil l complete a 
project w e all wi l l be proud of. 
Thanks, and please call or e-mail if you 
have any questions." Al lowing your 
foreman and crew people to develop 
statements like this, practice t hem in 
group settings and leading discussion 
on how clients wil l feel hearing t hem 
wil l produce a magical transformation 
in your future leaders. 

One last thought on this "Warm Wel-
come, Magical Moment , and Fond 
Farewell" concept. It can work the 

same incredible magic in relationships 
between employees, departments, 
peers, associates, and most importantly 
our families. • 

Jim Paluch and the JP Horizons team, 
through decades of combined experi-
ence in business, bring people solutions 
to companies through innovative train-
ing, creating compelling visions and sys-
tematically growing leaders. Contact 
them through their Web site at 
www.jphorizons. com. 

Leadership Jam 2003 Participants 
A Cut Above Landscape Management 
Allen Landscaping 
Architerra 
Atwood Lawncare. Inc. 
Baton Rouge Lawn Pro 
Bertotti Landscaping 
Bonick Landscaping, Inc. 
Chappell Tractor 
City Gardens, Inc. 
Coastal Greenery, Inc. 
Common Ground Landscape Manage-
ment. Inc. 
Contour Landscaping 
Dave's Landscape Management Co. 
Del Conte s Landscaping 
Designscapes 
Dibble Landscaping 
Eastern Land Management, Inc. 
Einstein's, Inc. 
Enviro Landscape Group. Inc. 
Executive Lawn and Landscape 
Five Seasons 
Forever Green Landscape 
Fullmer's Landscape, Inc. 
Gachina Landscape Management 
Garden Lights Inc. 
Glen Gate Co. 
Glieder Landscaping 

Heatherwood Landscapes, Inc. 
Heaviland Enterprises. Inc. 
Homme's Landscape 
Images of Green, Inc. 
J. Michael Landscaping 
James Martin Assoc., Inc. 
K & D Lawn Care Service. Inc. 
Kaylor Landscape 
Krause Landscape Contractors, Inc. 
Land Pro Creations LP 
Landscape Images 
Lawn Pride. Inc. 
Longhom Landscape Creations 
Lueders Environmental, Inc. 
Luminary Landscape LLC 
Madison Tree Sen/ice, Inc. 
Maffei Landscape Contractors 
Majestic Pools & Landscapes. Inc. 
Mark J. Baldwin & Associates, Inc. 
Michael Hatcher & Associates 
Michael's Landscapes 
Mike Ward Landscaping 
Milieu Design 
Moeller Nursery and Landscapes 
Mountain View Landscapes 
ND Landscape 
New England Land Design 
Overstream Landscaping & 

Irrigation, Inc. 
Pasquesi Home and Gardens 
Perfection Landscape Maintenance 
Phillips Environmental Services 
Piscataqua Landscaping Co.. Inc. 
ProCare Horticultural Services 
Riverside Tree & Landscape Co.. Inc. 
Rooney Landscape, Inc. 
Roundtree Landscape, Inc. 
Russo Lawn & Landscape, Inc. 
Salsbery Brothers Landscaping, Inc. 
Sanford Flowers & Mulch 
Skinner Nurseries 
Southern Botanicals 
Special Gardens 
Szczechowicz Landscape Services 
Tecza Environmental Group 
The LaurelRock Co. 
The Pattie Group. Inc. 
TLC - Total Lawn Care, Inc. 
Ultimate Services Lawn Care 
Vila & Son Landscaping Corp. 
Vineyard Gardens, Inc. 
Vizmeg Landscape, Inc. 
Waterloo Landscaping 
Western Lawns, Inc. 
Wilson's Garden Center 
Yard Smart 
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CONTENTS 
Going the extra mile 
Superior customer service should 
always be a company's top priority, 
regardless of location and clientele. 

5 Joining the ALCA family 
Participating in ALCA leadership leads 
to lasting relationships. 

6 Learning to delegate 
Husqvarna President Dave Zerfoss 
explains how delegating can help 
companies discover new leaders. 

7 H o w did w e do? 
Utilizing surveys to gauge customer 
satisfaction helps companies keep 
clients front and center. 

TRAINING TIP 
Evergreen Lawn in Michigan gave 
disposable cameras to its crews and 
asked them to take pictures of high-
quality and poor-quality work. Most of 
the pictures returned were of high-
quality work, and the crews were able to 
see everyone's perception of quality. 
Some things that crews do that are not 
part of their services make a property 
look high quality, such as edging asphalt, 
washing trash cans, making sure the 
owner's newspaper is on their step, and 
so on. Sharing perceptions of quality 
opened the minds at Evergreen Lawn to 
greater performance. (From The Training 
Challenge by JP Horizons.) 
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