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Pricing is always a concern to contractors. If their prices are too high, they worry that tt
lose customers. If they're too low, they may lose the entire business because they won'
to pay their bills.
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At a workshop at ISH North America 2004 Ellen Rohr addressed this problem. Ellen writ
monthly column for Plumbing & Mechanical magazine and is president of Benjamin Fran
Plumbing, a national franchise company. Here are some of the highlights from her work

We're talking about a revolutionary approach to pricing. I think that contractors would t
served if they ignore what their industry is doing — time and material, flat rate — and I«
very creative progressive industries outside of our world: industries whose customers ai
paying more but to whom the convenience, the service, the packaging of the products e
services are so valuable that they say yes anyway.
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For example, once upon a time, no one would have imagined that you would spend four
dollars on a cup of coffee. But what did Starbucks do? Number one, they named their si
differently. So now you're not comparing the cost of a small coffee to a small coffee at ¢
shop. They call a small a tall, and we all have gotten used to it. They call the biggest siz
vente. We don't even know what that means! But we buy it anyway. So Starbucks chan
apples to oranges, so the customer now compares apples to oranges.

Then they packaged their coffee the way people really want to drink it — dark, strong, f
sugared. They packaged the coffee itself so that even people who were never coffee dril
before are now coffee drinkers. And they made it super convenient to stop in and get or
there's a Starbucks everywhere you go. They've packaged their product in such a way t
price becomes a non-issue.

Contractors can learn from this. How fast does the customer want the service? There's ¢
point for that. How nice does the customer want it? There's another price point for that.
customer is on a budget, is there a way that we can finance the service or products for
customer?

Fed Ex is a perfect example. "You want it first thing in the morning? There's one price a
higher than all the rest. If you want us to deliver it on Saturday, that's no problem, Mrs
But there's a little extra dollar amount for that."

Contractors understand as that there will always be challenges with pricing. There's alw
going to be that expression on the customer's face when you lay out the price, no matte
cleverly you have packaged it. So your goal is to just take the pain out — to make it as
them as possible to empathize with them. "I understand, Mrs. Fernwicky, that it's a lot |
to buy Jimmy Choo shoes. But we can take care of the problem today. We will clean up
mess. You'll never know that we were here, and you're going to have a lifetime warrant
your new faucet. And in fact we're going to make the faucet in the other bathroom matc
because you've never liked that one anyway."

If you can package your prices like that, you can at least take the pain out of them for \
customers. The problem is in our industry the hourly rate — fifty, sixty, seventy, one ht
dollars an hour — won't support your business. That's why we have to get creative.
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