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MAC Board Joins WV Drycleaners
to Honor Charlie Young
MAC held it’s Summer Board meeting
in Charleston, WV
and took the opportunity to honor Charlie Young,
long time MAC Member, Board member
and two time Past
President.
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Your Success is Our Goal
Are you getting the most of your
membership? Have you looked at
the benefits you have included
with your membership?
I want you to use your membership to the fullest. I want MAC/DLI to be one of your hardest
working employees. We are a resource for you
to use, and I want you to use us as much as possible. I recently was invited to speak at the Mid
West Drycleaners and Launderers Annual Convention, and my topic was using all the tools in
your business toolbox.

Peter Blake,
MAC Executive Director

I used DLI membership as the basic framework and then added other resources that are
available to all drycleaners to explore ways you ensure your success. In making my
presentation I was struck by how many attendees were not using the services available
to them.
In this day and age, we all need to learn how to do more with less. That is the perfect
spot for us! We help you do more. Over the course of the past year, I have written
how-to articles on some of the best programs DLI members have available to them
including:
•

DLI Apps: Stain Removal, Encyclopedia, and Garment Analysis

•

Effortless Social Media

•

Cleaning Performance Test/Laundry Performance Test

•

Mystery Shopper Service

•

Certification Programs

If you are a Silver or above member, all of these programs are included as a part of
your membership -- but yet many cleaners are not taking advantage of them. All of
these articles can be found in the archive section of: www.macassociation.org.
If you haven’t used these services, make it a priority. These are some of the best programs DLI/MAC has available to you, and you need to utilize them.
When I recently asked members to send me their greatest challenges, many of them
revolved around needing more business. These programs can all have a positive effect
on your business. From marketing your services -- to ensuring you are delivering the
highest quality service possible.
The title of this article is one of my core beliefs: I am here to help you succeed. Anything we can do to make your job easier, to make you more successful, or to help you
better serve your customers -- we want to know! We want to help. When you have
questions, or need to discuss ideas -- I really hope I am one of your first calls. I may
not know all the answers, but I can certainly find answers and point you in the right
direction.

Peter Blake
MAC Executive Director
(617) 791-0128
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Upcoming events...

2019 DLI/NCA Five Star Brainstorming Conference
Set for St. Maarten
Persuasive Communication is the Only
Superpower You Need
Jeff Tippett presents with dual purposes: to uplift and encourage while also providing actionable content that creates change.
When talking with others about what he does, Jeff finds they often
respond: ‘So, you’re a motivational speaker.’ “Well, not really.
But sorta,” he said. “I’m really more of a motivational teacher.
I think we all appreciate and need motivation. Life can beat us
down; so I want to lift people. To accomplish this as I present, I
bring lots of energy, humor, and heartfelt connection.”
The 2019 DLI and NCA annual Five Star Brainstorming conference will be held January 17
- 20, 2019 in St. Maarten at the Sonesta Oceanpoint resort. Members of both organizations
are invited to attend for a long weekend of
adventuring, relaxing, and entrepreneurship.
With only 129 rooms on the property, the Sonesta Ocean Point
resort is a smaller property than the associations have used in previous years. The resort is a Five-Star adults-only property that includes food, liquor, room service, mini bar, WIFI, taxes, gratuities,
and other amenities.
DLI and NCA carefully select speakers to inspire and invigorate
your desire to succeed. This conference has been known for the
high-quality speaker line-up and the ability to bring in speakers
that are not common to the industry, but whose messages are vital
to success. Check out this year’s lineup:

How to Attract and Retain Millennial
Employees and Clients

Attendees need more than just motivation because motivation
fades, he said. “I mix in actionable content that can create lasting
change in lives. I began my career teaching at a university; I guess
once a teacher always a teacher.” With 500+ presentations under
his belt, Jeff knows how to successfully weave these two styles
together.

The Secret of Chick Fil A’s Success
From Attracting & Training the Best Minimum Wage Employees
to Attracting and Optimizing Media, Chick Fil A is the highest
ranked fast food restaurant in customer service and the fourth
most-inspiring company, according to Forbes.
These accolades are the expected norm among higher paying luxury service brands. However, attaining these service and culture
heights, when relying primarily on minimum wage employees,
makes these Chick Fil A achievements all the more remarkable.
Arthur Greeno, long time Chick Fil A employee turned owner and
author of two best selling books, will share the secret of the fastest
growing fast food brand’s success with you on Sunday morning.

John DiJulius will share his insights and answers to the key questions you have about attracting and retaining millennial employees
and clients. This generation is your future, and you need their support in the workplace, at the counter and on line.

His appearances and message have been described by audiences as
relevant, adaptable, lighthearted, irreverent, real, hilarious, engaging and remarkable. His goal is to show you how you can make
others believe in your business and help make it remarkable too.

John has been studying this challenge and is looking forward to
sharing his take on what you need to do to with you.

Visit www.dlionline.org/DLIonline.org/Five-Star-Conference
for more information

The Next Mid-Atlantic Association of Drycleaners Board Meeting
MAC Fall Board Meeting
Saturday, November 11, 2018
Baltimore, MD (at the PDCA Expo)
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CONVENTION AND EXHIBIT
Baltimore Convention Center F Baltimore, Maryland

November 9-11, 2018
Exhibit Hours: Saturday: 11 am - 7 pm • Sunday: 11 am - 4 pm

Friday, November 9

Sunday, November 11

3:00 - 5:00 pm
Special Event: Optional Tour of DLI (meet at DLI)
6:00 - 7:00 pm
Welcome Reception: Hyatt Regency - Inner Harbor

Saturday, November 10

Stop Laboring Over Your Employees
9:00 - 10:00 am

James Peuster, The Route Pro
Breaking the “I can’t find good
people” Myth
10:00 - 11:00 am
Frank Kollman, Kollman & Saucier, PA

Keeping on the Right Side of
Employment Laws
5:30 - 7:00 pm
Cocktail Reception on the Show Floor

Exhibitors as of 8/24
A.L. Wilson
AC Power
Air World
CM Company
Columbia / ILSA
Computer Connections
DajiSoft
DLI
Easy Plus
EZ Products Int’l
Fabricare Systems
Firbimatic
FM Supply
Forenta
Fulton Boiler

GreenEarth
Innoclean Corp.
Klinger Insurance
Laundry Owners Mutual
Liberty Computers
MAC
Martin Coil
Maruso USA
Miele, Inc
Moore Services
Multimatic
National Clothesline
New York Machinery
Parker Boiler
PDCA

Realstar USA
Renzacci
Sankosha USA
Seitz, The Fresher
Company, Inc
SNA Mfg.
SPOT Computers
Trevil America
Union
Unipress Corp.
Unisec
Wedding Gown
Preservation Co.
White Conveyors

9:00 - 11:00 am

Keynote Speaker:
Brian Rashid, Ceo of A Life in Shorts
Smart Social Media Marketing: Digital
Marketing on a Shoestring Budget and
How Easy it can be

Seminars & Clinics on the Show Floor
Saturday, 3:30 & Sunday, 12:30 pm

Customer Service Excellence
Jim Groshans, FabriCoach, LLC

Saturday at 1:30 pm
Shirt Finishing Clinic

Sunday at 12:30 pm
Pant Finishing Clinic
(presented in Korean)

Host Hotel:
The Hyatt Regency in the Inner Harbor
Reserve rooms through our website: www.pdclean.org

Thank You to our Sponsors!

Sponsored by the Pennsylvania and Delaware Cleaners Association
For more information: leslie@pdclean.org F www.pdclean.org F 800-822-7352
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Expo Sweepstakes...

MAC Sweepstakes Offer at PDCA EXPO
MAC is investing in
your future. At it’s
recent Board meeting, MAC decided to
award one non-member ith a one year
free Silver membership to MAC/DLI. For
those who are members already, MAC will
be giving away two registrations to its Spring
Management Conference in Virginia Beach.
MAC will select winners at random from all attendees for PDCA’s Expo being held in Baltimore, MD on November 10 & 11.
All members and non-members that visit the DLI//PDCA/MAC
booth at the exhibit are invited to submit an additional entry for the
sweepstakes to double your chances of winning.
“We are excited about the sweepstakes” offered Mike McKay,
MAC President, “and we sincerely hope it will attract more people
to the show -- and will reward them for being there. We believe

events like this are incredible opportunities to learn ways to improve your business, and it is a perfect opportunity to see all that is
new in the industry. We are extremely supportive of the Expo and
want to encourage everyone to attend.”

Membership Give-A-Way & Upgrade Rules
It is really very simple. Every drycleaner or launderer that registers for the show, and is based in MAC’s geographical footprint,
will be placed in the raffle. Any entries received at the booth will
be added to the registration entries. Winners will be chosen at random on Sunday, November 11 after the close of the show.
The winner of the free membership will also be assigned a Board
member from their state to act as a mentor during the first year.
“We believe the mentor program”, observed McKay, “is an integral
part of the sweepstakes. We want to ensure the new member understands the membership and all the programs that are available
to them. The mentor will reach out to the new member throughout
the year and will work with them on using all the benefits DLI/
MAC have to offer.
Winners will be notified after the show and will be published in
The Messenger.

Save Time, Labor and Money
with EzProducts
Heat Seal Presses

You Deserve the Best!
The Ultimate Heat Seal Machine

Scanner/barcode

Pre-printed sequentially numbered
heat seal barcode labels in one
day, Four sizes with or without
a side stripe

Choose from 3 models, 7 interchangeable
lower platens, single or dual heat
115V or 230V 2 Year Warranty
Proudly Made in the USA • Built to OSHA Standards

Text Label Printer
Permanent Clothing
Label Cartridges
Eliminate paper tags

Molly the
HangerDolly
EzLabelOff

Removes heat
sealed labels from
most fabrics

Stop Shaking Out Shirts

Genuine MBH Rope-Ties
& Zip-Ties

Five Colors available for special handling, finishing or routes

Easily store
and transport
500 hangers

Toll Free

877.906.1818
www.ezpi.us
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Business development Workshop...

Achieving Customer Service Excellence
Written by Jim Groshans, FabriCoach, LLC

TOMER SERVICE.

I GREW UP IN THE DRYCLEANING INDUSTRY. WHEN
I WAS A TEENAGER, I STARTED WORKING IN MY PARENTS’ BUSINESS, AND MY
FATHER GROOMED ME IN
ALL ASPECTS OF THE BUSINESS. BY OBSERVING HOW
MY MOTHER TREATED THE
CUSTOMERS, I LEARNED A
GREAT DEAL ABOUT how to
deliver excellent CUS-

Those experiences paid off, and I continued to build my knowledge
while working for R. R. Street. For over 25 years, I was fortunate
to learn from experts in the industry, and I became proficient in
stain removal, wetcleaning, drycleaning chemistry, sales, management and a host of other skills. I am now taking those lessons and
sharing them through my own consulting business: FabriCoach,
LLC. In this article, I want to share what I have learned about
customer service.

DEFINING CUSTOMER SERVICE
What is customer service? Is it a job? Is it a skill? Should it be part
of a business philosophy and strategy? I believe the answers to
those questions are: “Yes!”
Let’s start with why customer service should be part of your business philosophy. A simple definition of business philosophy is “the
fundamental principles that underlie business operations and define the nature and purpose of your business.” Your philosophy
is exhibited in the products and services you deliver. Customer
service should be a part of your business philosophy and should
identify what level of service you want to deliver. Some sources
describe levels of service as basic, good, and world class, while
others cite basic, expected, and unbelievable.
Whatever label you use, I believe there are levels where the customer expects certain services, quality, and treatment, and there
is a level where you anticipate and fulfill unexpressed needs of a
customer. Phrases like “above and beyond,” “the extra mile,” and
“exceed expectations” apply. The idea is that you give the customer what they expect and more!
As a business owner or operator, what level of service does your
business deliver? How does that level of service tie to your philosophy? More importantly, what is the level of service expected by
your customers? Do you strive to exceed their expectations? And,
6 / MID-ATLANTIC ASSOCIATION OF CLEANERS

How does your service compare with your competition? Those are
questions you must answer for yourself.
If you decide that your business philosophy or your market only
require you to meet customer expectations, you must still strive
to do that every single time. However, if you decide you want to
exceed those expectations, again, you must strive to do so consistently. From the time customers walk in the door to drop off their
order until the time they walk out the door after picking it up, their
experience must be consistent.
How do you consistently deliver your target level of customer service? You build a business strategy with tactics to support your
business philosophy. Aren’t strategy and tactics the same thing?
No, strategy is “what” and tactics are “how and who.” It’s just that
simple: what do I need to do in my business in order to achieve
the target level of service consistently, how will I do it, and who
will do it?
Here are some ideas, but you may need to modify them to fit your
business philosophy. Set your service standards related to the
quality of the product and the customer experience. One important part of your standards is how your team will handle service
recovery. Let’s face it, even the best operations miss their targets
from time to time. How we handle those “misses” will impact
the customer’s perception of the company and their willingness to
repeat business. You need to hire and train your employees to consistently deliver your target level of customer service, give them
the tools and resources they need to do the job, and empower them.

THE VALUE OF TEAMWORK
Another key to achieving your customer service target is teamwork. From the front of the house to the back of the house, your
employees must work together and communicate as a team. Most
teams need a coach, and that is where FabriCoach can help you. I
use a team-based approach to training.

For More Information
Jim Groshans, FabriCoach.com, is an expert in the drycleaning industry. He will be submitting periodic articles in Headlines&More,
and is already working on the follow-up on this article.
The FabriCoach approach is team-based using personal hands-on
training to help clients and their teams achieve maximum efficiency and productivity without sacrificing quality.
To learn more about coaching opportunities, visit www.fabricoach.
com, or reach out to Jim directly at (954) 850-3618. He can also
be reached via email: jim@fabricoach.com.

DLI's Garment Analysis App
No boxes. No shipping. No insurance fees.
Just point, shoot, and send your problem to DLI.

It's that easy.
Visit DLIonline.org/Garment-Analysis
or call 800-638-2627 for more information.
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Meet Your Board of Directors...

Charlie Young, Peter Pan Cleaners
members who have attended
any MAC event in the past have
probably met Charlie -- and if
you have, you most assuredly
remember him. He is an icon in
the industry and the epitome
of a drycleaner: Hard working, honest, and generous with
his time and knowledge.
Charlie Young literally grew up in the industry, working in his family’s business since
he was 12 years old. He started working on
the delivery vans at 13 and at 16 started driving his own route. He has been driving ever
since. He still talks about his early years on
the family laundry delivery truck, but what
really stands out is 73 years later... he is still
picking up and delivering to some of the
same families.
The houses have passed from grandfathers to
fathers to children but he has remained constant, the family laundry and drycleaner for
three quarters of a century.

(From top left, clockwise) Charlie back from deliveries, daughter Rhoda expressing her gratitude, Charlie
soaking it in at dinner before blowing out the candles
on his birthday cake while being serenaded by his
industry family!

He does note he did miss a couple years on
the route when he was drafted into the army
in 1952. He was stationed in Germany for
19 months where, you guessed it, he was still
driving. He just traded his delivery van in for a Tank.

When asked what the biggest change he has seen in the industry
over the years, he pointed to the volume of business. He used to
make a stop and could barely hold all the clothes. Now it is just
a few pieces and he has had to expand his territory. If the clothes
aren’t coming in -- you have to go get them. That is what he does.
He climbs in his gold, 2011, Towne and Country delivery van six
days a week and drives 950 miles per week. On his longest day, he
leaves the plant at 6:00 a.m. and returns at 8:30 p.m. after driving
235 miles. He has put over 329,000 miles on the van in the past
6 years, but don’t worry Charlie is a very smart man and bought
a lifetime warranty. The van is still covered and includes a free
loaner car for repairs. The last time he took it in the shop, he put
2,900 miles on the loaner car. They fix his van pretty quick now.
The business is a true family business. His daughter Rhoda, and
her husband both work in the plant and have been for over 25
years. His son, Tim Young, is the key to production and is working in the plant doing all the maintenance. Charlie’s grandchildren
have also been involved through the years. With 10 grandchildren
and 12 great grandchildren it seems he may have a another whole
generation of help for the business.
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Looking ahead
Charlie celebrated his 86th birthday a little early with his industry
friends at MAC’s dinner recently. His birthday falls fittingly on
Labor Day. When asked about his hobbies and other interests,
he is sincere in answering: “I like to work. I enjoy it. I enjoy my
family and my drycleaning family. Working is what makes me
happy.”
He did stun the crowd at dinner by announcing he is making retirement plans. He will officially begin his retirement in 2032 on his
100th birthday. Just like his gold Towne and Country van that he
expects to drive to 1,000,000 miles, Charlie has his sights set and
the determination to see it through.
He is committed to his family, the business, and the industry. He
has been a member of MAC for over 35 years. He has served on
the board for longer than he can remember, and the reason he does
so is to give back to an industry that has been very good to him.
We can all learn a great deal from Charlie. He has spent a lifetime
doing what he loves, sharing his expertise, and making the lives of
those around him all the better for it. All we can do is wish him
luck in his next 24 years of service!
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mac board report...

MAC Focuses on Education & Communications
The MAC Board recently met in Charleston, WV. The main focus of the meeting
were on providing
valuable
education
experiences to our
members and increasing communication.

floor. The educational opportunities for the membership are terrific, and the Board hopes they will be well attended and supported.

“Education is one of the most important benefits we can provide”,
stated Peter Blake, MAC Executive Director. “We are looking
ahead and formulating a schedule to reach out to different parts
of the region. We want to hear from the membership. Contact
me with any programs, speakers, or topics you want us to explore.
Your voice is needed to schedule the most effective program.”

The MAC Board is very proud of its magazine, “The Messenger”,
and its website, but MAC is looking to increase its communications with the membership. Look for MAC to become more involved in FaceBook and instagram, and for MAC to be sending
more e-blasts in the near future.

MAC is excited about the PDCA Expo coming to Baltimore and
will be assisting and promoting the event to all our members.
While it is a PDCA event, the benefit is really to all members of
DLI and the Industry.
MAC will be at the show and will have a presence on the exhibit
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MAC is also planning an Equipment Maintenance Workshop in
Richmond, VA the first week of December and are already making plans for its annual Spring Leadership Conference in Virginia
Beach next May.
The Board has highlighted a list of speakers and topics for the program, but are still open to suggestions from the membership.

Communications

“We have some great programs and services,” concluded Blake,
“but many of them are not as well -used or attended as they should
be. We need to be more effective in getting the word out, and to
getting members involved. If you are interested in assisting the
leadership of MAC, email Peter Blake (peter@macassociation.
org) or call 800-235-8360.

2018 MAC’s Allied Trades...
Adco, Inc

Jim Isberg
jisberg@adco-inc.com
Amato industries

Joe Amato III
(301)-565-3220

Cleaners Choice Inc

Jack Belluscio
1-800-652-2533

CHRISTopher Carley, CO

Chris Carley
(410)-781-7145

Cleaners Supply

Kathleen Kelleher
(800) 531-2943

D & R Equipment

Rick Levine
(202) 832-6660

District Cleaners Equipment, Inc.

Larry Langton
(202) 723-7616

Ehrenreich & Associates

Richard Ehrenreich
(301) 924-9247

EnviroForensics

Nancy Shields
(317) 972-7870

EzProducts International, Inc

Diane Rue
(863) 735-0813

Smith Brothers Co.

Moore Services

Fergusson McKenna

Phenix supply co

Herson Supply

Ken Uchikoshi
(888) 427-9120

kleerwite chemical

Jeffrey Hoffman
(813) 886-2700

Clint Harris
(336) 788-7705

Daniel Kucharczuk
(610) 444-1412

Jerry Moore
(800) 941-6673

Dwayne Gwaltney
(800) 446-3006
Sankosha

Ron Herson
(301) 417-1300

Buddy Poms
(877) 553-3794

klinger Insurance Group

Robert Klinger
(301) 428-4935

Kollman& Saucier, PA

Frank Kollman, Esq.
(410) 727-4300
Kreussler, Inc

Tom McAllister
(813) 884-1499

Mechanical contracting &
Maintenance

Mike Bright
(240) 216-4342

Methods for management

Kermit Engh
(402) 306-3129

Metro-Chem

Jim Tirpok
(336) 788-7705

Seitz, Inc.

SPOT Business Systems

Ray Cheshire
(801) 208-2212

R.R. Streets & Co

James Just
(202) 215-5086

Triad Engineering, Inc.

Dane Ryan
(304) -755-0721

The Route Pro

James Peuster
1-877-DR-ROUTE

USB Payment Processing NE, Inc

Donny Lala
(410) 828-4286

Williams Mullen

Channing Martin, Esq.
(804) 420-6422
A.L. Wilson Chemical Co.

Bob Edwards
(800) 526-1188

These suppliers support the work of MAC as Allied Trades Members.
When you need supplies, equipment or other goods or services,
contact a MAC Member first. Show them you value their support of
the association and the industry.
Don’t see your supplier here? Contact MAC and let us know and we
can send them membership information. Make sure your suppliers are
supporting YOU!
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Amato Industries
Serving the MD, DC and VA areas for over 83 years. We offer top quality products at
competitive pricing while delivering superior service! Choose products from top companies such as Chemaster, RRStreets, Caled, Wilson, F.H. Bonn, M&B Hangers, and
many more. Please feel free to contact our knowledgeable office staff for any of your
dry cleaning and laundry needs. Call, stop by, or browse www.amatoind.com
(301) 565-3220 * 1-800-992-6286
9120 Talbot Ave. Silver Spring, MD 20910

Mid Atlantic Association of Cleaners
A Drycleaning & Laundry Institute
Partner
14700 Sweitzer Ln.
Laurel, MD 20707

For up to date news and information,
visit us at www.macassociation.org

