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Saving time and money while increasing accuracy is akey part of any successful business
operation. Apply those concepts to a group of employees committed to customer service

in arapidly growing plumbing businessin Central South Dakota, and you’ ve got a

formulafor success.

Smith Plumbing, which started in 1982 as a one person operation, has grown to a team of
35 today with a commitment to providing great customer service. Dan Smith, owner and
founder, proudly acknowledges the role technology plays in both customer service and

growth.

“We have increased revenues significantly at Smith Plumbing over the past four years,”
Smith said. “Growth came from expanding service and targeting commercia projects.
WEe' ve always been very committed to plumbing repair service and have moved into

statewide commercia work very successfully,” he said.



Examples of recent large commercia projects include St. Mary’ s Hospital, WalMart
Super Center, and Medical Associates Clinicin Pierre, SD; anew student dormitory at
South Dakota State University in Brookings, SD; and the water treatment plant in

Aberdeen, SD.

“We' ve grown from sales of $600,000 in 2001 to a projected $4 millionin salesin
2005,” Smith said. “But to keep us growing, and to ensure customer retention and grow

our service market, we' ve stressed customer service,” he added.

Training employees on customer service and communication, as well as problem solving
sets Smith Plumbing apart from its competition. “We have all-staff educational seminars
twice ayear,” Smith said. “And our guysloveit. They’ ve welcomed the opportunity to

learn, to grow and to improve their service and communication skills,” he said.

“Our new marketing slogan is * Service you deserve.” We ve even conducted a customer
focus group to guide our efforts, and found our service is based upon customers’ trust.

We work very hard to maintain their trust,” Smith added.

Technology plays atremendous role in service, according to Smith. “We just have to
keep getting smarter, doing things in less time, more economically. SAWIN and
TRASER programs have helped us reach new levels of accuracy and accountability, and

that’s critical for good customer service,” he added.



“1 searched for months reviewing software programs before we bought SAWIN,” Smith
said. “I knew we needed more technology to continue growing. And now, | don’t know

how we' d operate Smith Plumbing without it,” he said.

“Everybody uses our SAWIN system,” explained Candace Klemann, accountant at
Smith Plumbing. “We use SAWIN for creating proposals, creating jobs, ordering for the
job, creating purchase orders, and ultimately, tracking jobs from start to finish,” Klemann

said. “It’s acontinuous stepping process that is smooth and easy to use,” she added.

“Having afully integrated system like SAWIN allows us to track everything on one
system. When | run payroll, it automatically takes wages and posts it to ajob,
eliminating astep. Every time aservice person is sent out, arecord is created which is

transferred to payroll. SAWIN savesustime. It'smore accurate, and it’s easy to use,

Klemann said.



SAWIN'’s bar code scanner is another time saver that provides more accuracy, Klemann

said. “The bar code scanner gives us amethod for transferring parts from inventory to
jobs or to trucks. Our trucks carry parts, and this allows usto transfer, do physical

inventory and receive stock purchase orders easily,” she added.

Smith Plumbing gained even more time savings with TRASER and a special program
that was created that allowed TRASER to be transferred to SAWIN. “TRASER saves us
time by sending us new and deleted parts and pricing information monthly. Having the
program created that allowed TRASER to be transferred directly to SAWIN meant we

didn’t have to set up inventory. Inthe past, we'd have to manually create alist of items



and manually enter all the parts numbers, then, we'd have to create the materialslist in
the same way. We eliminated 3 — 4 steps by being able to scan in items and transfer them

automatically to the job,” Smith said.

The futureis bright for Smith Plumbing, according to Smith. “I’ve never found the end
to what we can do,” he said. “I believe that with the great team we’ ve got in place, the
right technology and a commitment to our values, we'll be around and growing for along

time,” he added.



