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ﬁi_!l Geazink (1af3) and K
brather Ross Genzink operste
‘Gerzink Plumbing In Hatland, MI.
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elling v con have a different mean-
ing-te Rick Genzink than to other con
siruction conimeions who talle about
up-splling customers,

“We don't wanl 1o start in the master
bBathy,”-says the coowner of Genzink
Plumbing in-Holland, ML T vou sian
by sugeesiing $400 (aucels, you lose
Uheir trust right there,

Wi glart with the bathroom in the
lower level i the house, which usually
is the cuslomers least pricrity, Then we
would mese rom the lower level o
the lids” bathroom, We build our way
up with the more expensive products
upsLairs,”

Genzink  Plumbings  Kebler-reg-
istered  5,500-square-lool bath-and
litchen showreom leatures more than
20 vignewe-style suites aleng with
displays for faucels, showerheads,
whirlpools, lavatories, kitchen sinks,

hardware, countertops and other prod-
ucts. Manufacturers includs American
Standard, Delea, Brizo, Newport Brass,
Hansgrohe, Grohe, Elkay, Blanco,
Jacwzzi, MTI, Toww, Fusion, Santec and
Mansficld, Almost everything on the
showroom [loar is higher end. alhough
many of the sales consuliatlons start in
the suite of standard plumbing prod-
ucls for the bath

Genzinks showroom sall explains
to customers That these producs are
popular, atractive and luncticnal. Any
up-selling is done merely by asking
(uestions,

W pever wanl customers e leel
pressure From our end. 185 their house,
Rick Genzink says. “We're just asking
questions and listening Lo their answers
When guests come 1o the home, how
e wou want it Lo look? What's the How
ol peeple through the house?




Several of Sz shower systems and fubs |n the showroom faalure ruaning waler.

We have (i be organized,
do our homework, We |
tomers priortize what they want and stay one
aghead of them."
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Building Trust

Genzink Flumbi |'|-" ; hasis
I.m that it installs what it sells

va. Russ Genzink. Ricks dad,
company 46 vears ago in the familys
Holiznd in sonthwestern Michigan
Rick Genzink and brother Ross now oper-
the firm m its 3,000-sc [oor baild
where ils been since the mid-1970s. The
plumbing comractor employs 35 people
whom are mstallers in the field.

Bualding trust with
essential element of the companys success, Rick
Genzink says,

“Il people don't ger the feeling thm 'm
working lor them, I'm not seuting 1 &-.':'-;'-I-' r[‘-a?'I
from anvene else)” he explains
come  eardy and get home la:
of time at night with customers

Plus, 1 try 1o make it fun for
on the showroom (loor, We wan: p

for success s th
Rick Genzink
ed the
garage in
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CUSTOMIETS 15 ATLO0 hl'f

and we have to

relaxed and comlonable, so when they leave
here theyll have a pood feeling,”

Creating that atmosphere comes with vears
ol experience, and company employvees also
take advantage of training offered by wholesal-
ers and manulacturers. They stav o rren: wilh
desipn wends by reacding magazines. developing
relationshins with arez designers. manufactur-
ers reps, manufaciurers and wholesalers; and
anending wrade shows, especially the Kitchen/
Bath Industry Show

“We keep up with our relationsh
that peeple are willing o share,” Rick Genzink
says: “We learn a lot from our customers.
They tell us quite a bitabout what 15 g

Trust is necessar ¥ in wotki g w0
as well as cuslomers, he adds
ship is establizshed, a designer tc
comlonable recommending pn
the contmaclors suegestions. 'I'h::.u_ !
hased on the contrackors knowledge of products
that comes from installing them in homes

One designer has a particular
likes so rnuch that she refers o itas ™
when talking with her
n‘lehumll\, had recommended ’l‘;: fauc

‘The more expensive the
the designer gets | imvalved,”
5 made easier by the I..ILL':\-::J.".L'.'
1]':::-, e goiny o be [amiliar
latest and greatest,

M custemers hire o designer. i
what they pay lor the desiy
L]‘J-‘.‘}- get.”
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Business In The Downturn
Genzink Plumbings trading area = 73 miles
north, sowh and cast. Single-family
houses range from high end to wract woe rral
and the number of multifamely units 15 increas
ing, Holland proximity to Lake Michigan five
miles 1o 1he west means that the area has many
expensive suimmer homes owned by people
from Chicago and elsewhere

While the high-end market is mone
to the housing downtum, Genzink
has [ele the Impact as other constm
traciors have,

Led llzy

Five wears ago. 90% ol the com-

panys business was residential; now the splt
is closer 10 65% single-family houses and 35%

mullifamily and commescial proje

“Were working on a 320-
bueilding kalamazoo, which
ments than we've done in
combined,” Rick Genzmmk -
ITOre 1 'm-u-'.[u. ling now,
fied and more nimble.




The 30-plus vigneties in the showrosm ane updated to keep them fresh.

“We capture evervthing that walks in the
doot. Everyone is a salesman today”

Work that the company once subcentract-
ed, such as shower door installations, it does
itsell. S1all spends more ime on the showroom
loer than it did.

“Oince we have got 4 customer, we ask the
questions 1o build the sale.” Rick Genzink says.
“We sell more accessories and add-ons.”

Anoiner change from live years ago is that
[he Home Depot has arrived in Holland, Since
Genzink Plumbing sells different product lines,
the contractor hasn heard that much from its
custamers abowl Home Depol

The Internel has made a bigger impact en
pricing, Some customers want lo know why
products they sce online are less expensive
than in the showroom,

Once customers pay taxes, shipping and
handling for their online purchases, the prices
are not that much different, Rick Genzink says,
The contractor has the same policy Lhat it has
for products bought al big-box heme centers;
It will install 2 product bought elsewhere but
WO L warranty i

“We tell customers that a [aucet literally can
ruin your house.” he =avs. "For a few dollars
more, buying your faucet from us allows us
o warranty vour product. When your [aucet
breaks on a Saturday ahernocen when you're
having a panty, where would you get the parts?
Whao will fix ir?”

A growing number of customers are show-
ing they have more concern about the envirorn-
ment than they do abowr saving a few dollars
on a faucet or wilet. Green building products
arenl always less expensive to install, Rick
Genzink savs, In fact, the fivst cost ean be more
expensive

‘One customer wanted a dual-flush wi-
let even though her house is right on Lake
Michigan and her water comes from a well,” he
says. “%o the issue wasnt her water supply or
saving money on her water bill."

On another job, an apartment building
owner bought dual-flush 1oilets, which Nush
with 1.6 gallons of water for solid waste and
L-1 galions for liquid, lor all the units. He had
more concern abowt saving water in the build-
ing than the money he would have saved if
Genzink Plumbing had installed less expensive
single-flush miodels,

The tight housing market has emphasized
the importance of a well-run business opera-
tion 1o Rick and Ress Genzink,

"Everybody makes mistakes, but you learn
from wour mistakes and dont repeay them,"
Rick Genzink says. “We want 1o be proactive
and dont want 1o be creating fires. You set up
your orgamzation so that doesn't happen.”  BHP

Bob Miodonski s the publisker of Bath &
Kitchen Fro. He can be contacied @) miodonshibi@
bnpmedia.com, or 630-694-3007,
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