
Be a good scout t 

A Have a procedure in place for 
an owner or manager to check a 
customer's lawn when the appli-

cator is unsure of the problem. 

Train your applicators to diagnose 
and solve lawn problems before 
they get out off hand and make 
your customers unhappy 

B Y C H R I S L E M C K E 

he procedures you put in 
place to evaluate cus-
tomers' lawns, uncover 
potential problems and 
diagnose developing 
problems are the heart of 
any lawn care program. 

They determine the timely and judicious 
use of fertilizer and pest control strategies 
— both chemical and non-chemical — by 
your trained employees. 

Some companies refer to this process as 
scouting, while others refer to it as monitor-
ing. Whatever you call it, do it consistently 
well and you'll differentiate your company 
and your program from competitors. Pre-
venting problems on clients' landscapes and 
promptly correcting them builds customer 
satisfaction and boosts customer retention. 

Top companies, in fact, provide all field 
employees with the basic knowledge to be-
come lawn scouts. This requires ongoing 
training, but it's doable. Your technicians 
can be taught to recognize common lawn 

diseases, plant-damaging insects and im-
proper cultural practices. 

W h a t a re t h e standards? 
Beyond that, they must also be able to rec-
ognize when treatments are necessary to 
deal with a particular problem. Generally, 
treatment decisions are based on standards 
that your company has established for pest 
damage. At what threshold does pest activ-
ity threaten the lawn? Is overall turf health 
threatened? Is the infestation throughout 
the lawn? What are the patterns and the 
rate at which turf problems are spreading? 
These are some of the questions the tech-
nician must answer before deciding upon a 
treatment strategy. 

Sometimes that strategy doesn't involve 
a chemical application. For example, just 
because a customer notices a few grubs 
while digging in a flowerbed doesn't neces-
sarily mean that his entire lawn is at risk. 

When the problem does require an appli-
cation, many lawn care companies now use 



L A W N C A R E 

low-risk products at their lowest label rates. 
They've trained their employees to apply 
them at the right time — when the problem 
is at the stage when it's easiest to control. 
Again, this is the value of training. 

Procedures a re a must 
Occasionally, your technician (applicator) 
will be unsure of a particular problem or 
management strategy. Do you have a proce-
dure in place to set up a service call so that 
the owner or manager can visit the property 
to assess the situation? The owner/manager 
can then share the results of the service call 
with the technician as a follow-up. 

You may also want to encourage cus-
tomers to become scouts for you. Tell 
them to call if they notice any lawn prob-

HOW TO CATCH 
MORE CUSTOMERS 
Direct Marketing will help you zero in on your 
best prospects... including the highly responsive 
decision makers who read Landscape Management 
magazine. You can tell a bigger selling story, make 
more tantalizing offers and hook more customers, 
even if you're on a tight budget. Our exciting new 
step-by-step guide will show you how to... gener-
ate more and better sales leads... announce new 
products... boost traffic to your trade show 
booth... drive traffic to your web site... do market 
research and catch more customers using direct 
marketing! 

Call David Kenney toll-free today for 
your FREE copy! 800-225-4569 ext. 3113 

5steps to successfully treat 
lawn problems 

1Proper training. Train your techni-
cians to recognize specific turfgrass 

problems common to your area. They 
should also k n o w the best strategies 
to deal w i th these problems, whether 
it's the application of a pest control 
product or a change in cultural man-
agement practices such as m o w i n g 
or water ing. 

2 Regular monitoring. M a k e every 
technician a lawn scout, looking 

for signs of potential problems and, 
equally important, keeping customers 

informed about w h a t your company 
can do to improve their property. 

3 Set a procedure for handling 
customer calls. Respond promptly 



< Train your staff to recognize specific 
turfgrass problems in your area. 

to customer concerns. The longer it 
takes to see a customer, the greater 
the chance that a problem can worsen 
and cause more damage. 

4 Have a price list. Can your techni-
cians give specific prices for treat-

ments while at the customer's site? 

5 After-treatment evaluation. Set up 

a date to go back and check on 
the success of an application or change 
in cultural practice — and to make 
sure the customer is happy. 

lems between visits. It's better to visit the 
property and identify the problem and so-
lution than to try to diagnose and solve it 
on the telephone. 

Once a decision has been made to treat a 
problem, respond promptly. The longer it 
takes to see a customer, the greater the 
chance that a potential pest can cause further 
damage. Establish a standard or procedure to 
inspect a customer's lawn for any concerns 
the customer may have within a certain pe-
riod of time. A service guarantee will promise 
clients that you'll be there to evaluate any sit-
uation that pertains to the lawn's health. 

After all this, make sure that the 
owner/manager or technicians evaluate the 
success or failure of any treatment. Estab-
lish a date to check on the success of an ap-
plication or change in cultural practice — 
and to make sure the customer is happy. 
Keeping the customer informed and edu-
cated on his lawn is one of the most valued 
services lawn care companies can provide. 

Customers want companies that can 
give them value. Often, that value is in 
what lawn care companies can provide over 
and above their programs: the management 

of pests, identification of problems, moni-
toring for problems, treatment of any prob-
lems and evaluation of any treatments to 
make sure the turf is healthy, l m 

— The author is a Technical Coordinator for 
Weed Man USA. He can be reached at 

416/269-5754 ext. 107 or 
demcke@aol.com 

Landscape Contractors: 

Tame Your 
Morning Circus I 

ur patented Super Lawn Truck™ System is a veritable business-
in-a-box — an efficient system that pays for itself! Everything your 
crew needs to organize, store and transport your equipment is all in 
one secure vehicle. Plus...your Super Lawn Truck™ is a customized 
rolling billboard that advertises your company everywhere you drive! 

Save thousands of dollars when you use the Super Lawn Truck™ 
System over the outdated "truck-and-trailer" method of operating 
your business. 

%/ Eliminate time-intensive loading 
and unloading every day 
%/ Minimize stops at the gas station— 
the SLT System features a unique fuel 
storage system 
%/ Free up valuable warehouse space 
by keeping everything organized and 
loaded inside the truck — tools, 
ladders, riding mowers, watercoolers 
...whatever you use 
%/ Save wear and tear on your tools 
and prevent theft 
%/ Patented ramp folds neatly to a 
lock-able rear door, eliminating the 
need for trailers 

CONTACT US NOWfor your copy of the 
Business Builder Plan 

and Video 
Use our toll-free number or 

visit our web site for information 
Best Warranty 
in the Business! 

f f i e o i ' y . 
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fcJ&GMC TRUCK 
(800)232-7383 

SUPER LA WW TRUCKS" 
866-787-3752 • (478) 923-0027 • (478) 923-9444 fax 
info@superlawntrucks.com • www.superlawntrucks.com 
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