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Hosting a Chinese Delegation
Educational Exhibit at Alexandria
Renew


Water Management
is committed to
maintaining high
customer
satisfaction with its
innovative water
efficiency programs.

Listening to the interpretor

We will propose
products and
services that are “fit
for use” and that
will set the standard
for quality and value
in water efficiency.
We strive to be
world class in every
aspect of water
efficiency by
fostering a culture
of honesty,
openness, mutual
respect and
teamwork.
Water Management
understands the
necessity of
continual
improvement (both
as a company and as
individuals) to keep
us at the forefront
of water
conservation and to
exceed customer
expectations.

This month we hosted a Chinese
delegation of 12 people from the
Mongolian area of China.
Through an interpreter, Tom and
Russ learned more about their
water and wastewater issues. About half of the delegates were from the Hetao
Water Affairs Company of Bayan Nur City, and the others were from the
Department of Finance for either the Inner Mongolia Region or City of Bayan Nur.
In addition to a presentation about what we do, we also had the delegates get
together in small groups to calculate an average daily consumption, using our audit
worksheets.
After the discussion and presentation in our office, Russ escorted the group to
Alexandria Renew enterprises, the Alexandria wastewater treatment utility
company. Alexandria Renew has a new administration building which has a variety
of educational exhibits in their lobby area. Through our contact at Alexandria
Renew, the delegates received a tour of the educational exhibits and the new
administration building. Thanks to everyone who pitched in to get the 3rd bay
cleaned up, for Brenda who provided the breakfast beverages and snacks, and for
Joyce who was our back-up interpreter. It was a nice cultural exchange!
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Back in 1992………..
A young college graduate called or wrote a letter (we didn’t have email) to Russ, expressing his passionate
interest in water conservation. Charlie and Russ communicated by phone, and Russ tasked Charlie with
producing a report on the water rates for the numerous small, local water authorities in NJ. Needless to say,
Charlie got right on it, and came back with a very detailed report. Within the year, Charlie moved down to
Virginia to start working full-time with Water Management.
At a recent Ops meeting, Charlie was recognized for his 25 year
anniversary with us, and we shared a few stories from years
gone by. Charlie recalled how he and his team-mate, Bill K,
spent many months at Sequoyah (a 1000+ unit property in
VA), diligently completing the project. Tony recalled that the
first time he took Charlie out to a property, they walked up to
a deep meter pit, and Tony explained that Charlie was to go in
there and read the meter. Charlie’s answer was a simple “no.”
Mark recalled how Charlie wore gloves on the job way before
anyone else did, and was obviously ahead of his time.
However, back then, all we had were the yellow dishwashing
gloves. From these stories, we all recognize how diligent
Charlie is, how he makes his own decisions, and how much he
cares about safety!
+++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++

Sustainable Solutions for Tomorrow’s Campuses
Tom was a featured panelist this month at the Energy
and Sustainability Extravaganza hosted by George
Washington University. This event was tailored to
college/university facility managers as well as
students. Most colleges and universities are now
committed to long term plans for sustainability,
energy and water efficiency and renewable energy,
and sustainable solutions have become a hot topic for
facility managers as well as for students. Russ and
Tom were able to meet a number of representatives
from local universities, and look forward to following up with them.
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Business-Friendly Customer Service
This month we held Customer Service Training for our VA Ops and Service Departments. The four skills that we
focused on were:
1. Being Business Friendly – middle ground: not too impersonal, and not too familiar/overly friendly
2. Mindful of our Tone of Voice – the wrong tone can set people off and make them defensive
3. Solve the Problem –focus on the solving the problem, not debating or pointing fingers
4. Show Empathy – when a person is telling you about a serious problem that is upsetting to them
We had four teams demonstrate their understanding of the customer service skills we covered. (One team was
understaffed, with only one team member in attendance.)
Team #2 Danny, Dennis, Nery, demonstrated the difference between an unfriendly tone of voice, and a
business-friendly tone of voice. Dennis was convincing as the angry resident who did not want to be bothered.
Danny responded with an unfriendly tone of voice, and was not able to get in. Nery approached the situation
with a business-friendly tone of voice, and was able to gain access.
Team #5 Johnathan was the reluctant resident, and Bob was the technician, using his verbal skills to persuade
Johnathan to let him in. Bob used two different methods of responding to a resident that is not interested in
service, and it was Bob’s considerate tone of voice that helped get him in the door.
Team #1 Abdul was the Resident Manager, and Brian was the crew leader. In their first skit, Abdul was the cold,
curt Manager, who barely looked Brian in the eye. The second skit showed that “over the top” friendly isn’t
appreciated, as Abdul was intent on telling Brian about his entire camping weekend, while Brian was politely
trying to get to work. (When Abdul asked Brian about what he did this weekend, Brian said he was just thinking
about toilets!) The third skit showed just the right mix of business-friendly interaction, with both Abdul and
Brian being pleasant, engaged in conversation, showing good eye contact, and staying focused on the work to be
done (50 units according to Brian – Wow!).
Team #4 Douglas, Pastor, Aaron… Pastor did an award-winning
portrayal of a disgruntled owner (who happened to be on the Board
of Directors), who was calling Water Management late on Friday
afternoon with a broken toilet. Douglas used his falsetto voice offstage to portray Brenda, who then handed the call off to her
Supervisor. When he was told that we couldn’t come out that
afternoon, he persisted, and Brenda then connected him to Aaron,
who demonstrated how to just “Solve the Problem” and “Show
Empathy”. When Pastor told Aaron about the big wild party he had
planned for that evening, Aaron communicated an understanding of how important it was to get the toilet fixed
right away, and he offered to stop by on his way home.
Thanks to everyone for participating, and taking steps to be “business-friendly” going forward!
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Where in the World for February 2017
County Government
Montgomery County, Clarksville, TN (Jail house & multibuilding water conservation install project): Mike, Bill, Jeff, &
Butch

Hospitality

Four Points Sheraton Pleasanton, Pleasanton, CA: Reggie,
James P., James B., & Johnathan. They are all back in VA
now!

Multi-Family
Worthington Woods Apts, DC: Mark Harewood, Brian & Dennis
Brookland Ridge Apts, DC: Bob, Dennis, James B., & Danny
Chillum Manor Apts, DC: Reggie, Douglas, Danny, & Johnathan
Banneker Place Apts, DC: Eddie, Dennis, Bob, Giovany, Douglas, &
Danny

Theaters
Cinemark Theaters, CA: Reggie, James B., James P., & Johnathan. Welcome back!
++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++

Accounting News
Accounting and IT are meeting in early March for their quarterly round up of topics, such as fiscal year
end results, transition updates, goals and initiatives for the rest of the year, to name a few. They would
love to hear from you – what can they do to support your goals and objectives?
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“Splits” are back!
Many years ago (1990’s) we would arrange to pick up
of a vanload of pretzels from the Unique Pretzel
Factory in Reading, PA (near the Horner’s hometown)
and deliver them as Christmas gifts to customers. The
Spannath Family has been baking these unique and
delicious pretzels since the late 1800’s. Recently we
placed an order, and have distributed a number of
packages in person, and also by mail. We have
received very positive feedback from our clients, as
they appreciate the gesture, and the delicious pretzels. If you know of a customer that you would like to send
these delicious pretzels to, please contact Jeanna. For more information about Splits, visit
https://www.uniquesplits.com/unique-pretzel-history.html

Our Annual Trek to the CAI show
Last Saturday, our sales team attended the
annual Washington Metro Chapter Community
Associations Institute’s Expo. At the Walter E.
Washington Convention Center in DC, more
than 200 industry-leading companies organized
exhibits for the expo, including Water
Management. Rick, Abdul, Charlie and Russ
spoke with many of our existing communities,
made new contacts, and had the chance to
catch up with some other service providers.
Next year, they promise to take a picture of
themselves at our booth, as it was not empty all
day as pictured!

Milestones
March Anniversaries
Aaron -2 years
Danny – 2 years
Abdul - 20 years

Congratulations!

