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PRESIDENT'S MESSAGE

Legislative Strides
in 2023

MARILLIAN MISSITI, Buono Pest Control Co., Inc.

As we step into 2024, | would like to provide an update on our legislative land-
scape and the remarkable strides we achieved in 2023. From state victories to
federal milestones and collaborative efforts with the EPA, this issue highlights the
impact of your support, our dedicated public policy team and the commitment of
our volunteers. Join us in reflecting on the past year’s accomplishments and set-
ting the stage for your vital role in shaping the future of pest management in 2024.

In the realm of state legislatures, 2023 brought forth both challenges and notable
victories. Our State Policy Affairs Representatives (SPARs) and member advocates
faced unruly legislation in the Northeast and neonicotinoid debates in the West.
Their strategic engagement, coupled with your support, successfully defended
our industry against potentially burdensome outcomes. This update celebrates
the resilience of our members and highlights the strategic achievements that
marked our state-level advocacy.

As we charted the course at the federal level, our public policy team and vol-
unteers undertook the crucial task of embedding pesticide preemption language
in the Farm Bill. The collaborative efforts of our Preemption Task Force and the
active involvement of our engaged members played a pivotal role. This update
offers insights into the intricate strategies employed, recognizing the collective
impact of our members in shaping federal policies that resonate across the nation.

In 2023, our relationship with the Environmental Protection Agency (EPA) evolved
significantly. Our public policy team collaborated with regulatory groups, empha-
sizing the importance of unity. Your support as members was instrumental in advo-
cating for science-based regulatory decisions that safeguard both our industry
and the environment. This update delves into the achievements, challenges and
ongoing collaborative efforts with the EPA.

The last year has been a year of challenges and triumphs for the pest man-
agement industry. As we look to 2024, an election year, we anticipate dynamic
legislative sessions. NPMA is already engaging with various states on legislation
and remains vigilant in safeguarding the industry’s interests. (J

‘ ‘ From state victories to federal
milestones and collaborative efforts
with the EPA, THIS ISSUE HIGHLIGHTS
THE IMPACT OF YOUR SUPPORT, our

dedicated public policy team and the

commitment of our volunteers. ’ ’
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STATE LEGISLATIVE UPDATE

BUSY SEASON

FORSTATE
LEGISLATURES

MICHELLE MOORE, Manager of Legislative and Regulatory Affairs, NPMA and
JOSH REYNOLDS, Manager of Legislative and Regulatory Affairs, NPMA

MosT state legislatures adjourned at the start of the
summer, and seven states adjourned this past autumn and
winter. In last year’s sessions, our industry accomplished
significant victories by working diligently to prevent any
negative or burdensome outcomes in states with unfavor-
able political dynamics. The majority of sessions adjourn-
ing in summer signaled the start of the slow season for
legislative affairs; however, industry members continued
to engage on issues by meeting with legislators and
regulators to advocate on behalf of the industry. As we
close the book on another busy state legislative cycle,
we would like to extend a well-deserved thank you to all
our State Policy Affairs Representatives (SPARs), state
association leaders, Public Policy Committee members
and member advocates for their hard work in defending
our industry.

In the eastern half of the U.S., we saw a trend in the north-
east of unruly legislation that would make it virtually impos-
sible to conduct daily operations using rodenticides. In
Connecticut, Senate Bill 962 sought to prohibit the use of
second-generation rodenticides for both consumers and
professionals alike. Similar legislation banning rodenticides
appeared in New England states, but New Hampshire’s
House Bill 326 turned out to be the most controversial
as Environmental NGOs worked diligently to support its
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passage. In the face of EPA’s pending interim decision on
rodenticides, both issues failed to make it through as leg-
islatures decided to hold these issues for the preparation
of the federal outcome.

In the West, the industry was bombarded with neonicoti-
noid legislation in Colorado, Minnesota, New Mexico and
Nevada. However, the industry’s biggest legislative issue
was in Colorado, with the Pesticide Applicator’s Act (PAA).
This bill, which comes up every seven years, focused on the
renewal of the PAA. In early 2022, industry representatives
started meeting with the Colorado Department of Regulatory
Agencies (DORA) to prevent the PAA from becoming a vehi-
cle to roll back pesticide preemption. Thanks to hard work,
ground game and continual advocacy, our industry again
succeeded in defending pesticide preemption in a deep
blue state.

Minnesota was another state that saw its political dynamic
change heading into 2023. For the first time in nearly a
decade, the Democratic party held a trifecta—control
over both legislative chambers and the Governor’s office.
This year, Minnesota’s cities of the first class became the
licensing, regulatory and enforcement entity for pesticides
used within their cities with a pollinator advisory on the
label. And, statutory and home rule charter cities gained
the ability to penalize and enforce some pesticide use in



The Importance of Our SPARs

The State Policy Affairs Representative (SPAR) program is a
comprehensive grassroots network that leads all advocacy
efforts for industry state organizations in the states. This sys-
tem involves NPMA’s public policy team working in unison
with state-level member advocates to coordinate state-level
policy efforts. Organizing pest professionals to influence the
policy-making process is a deeply effective tool for ensuring
officials consider the perspective of their constituents. This
collaboration allows the industry to maximize resources and
expertise and continues fo drive success for our industry.

A SPAR’s role is to be both a policy leader and represen-
tative for the industry when facing legislative and regu-
latory challenges. SPARs stay plugged in on areas of
interest by attending stakeholder meetings, engaging
with legislative and regulatory leaders, and leverag-
ing their network to gain and share information.

SPARs also serve as the liaison between their

-

» .
'

state association’s board and NPMA. SPARs keep
board members informed on state legislative
and regulatory activity, provide updates on
state-level legislative and regulatory activ-
ity, and work with their Board and NPMA to
develop robust advocacy strategies.

Through NPMA’s and our SPARs’ close
relationships with state lead agencies, we
are optimistic that common sense will pre-
vail, leading to sensible and fair regulations
that protect our industry and our customers.

Eastern SPAR Highlight: The Connecticut
SPAR, Anthony Giovanni, protected the
state’s industry from two simultaneous bills
that would ban two commonly used prod-
ucts by professionals: SGARs and neonics.
Anthony organized messaging campaigns,
attended each hearing to testify in oppo-
sition to the proposed legislation, and was
able to secure an amendment that carved out
industry use. Ultimately, these bills did not make
it out of committee before the session adjourned.
Anthony’s hard work delayed the process by open-
ing more conversations, which was able to protect
Connecticut’s members from overly burdensome
legislation.

Western SPAR Highlight: Jim Steed, one of our two
California SPARs, played a pivotal role in advocating and
educating California stakeholders on our industry, the safe
and effective uses of rodenticides in the state, and the impor-
tance of retaining access to vital pest management tools, like
diphacinone. Jim advocated tirelessly throughout California’s
nearly yearlong legislative session, attending meetings, testi-
fying in committee, leading writing campaigns and engaging
with stakeholders across the nation. Jim’s efforts set a wonder-
ful example of how SPARs can directly shape legislative and
regulatory action in their states through practice, persistence
and patience.

ISTOCK.COM/FRANKLJUNIOR
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“ We are already engaging on several pieces of legislation
across the country, and are anticipating SEVERAL
STATES TO PUSH FOR LOCAL AUTHORITY OVER
PESTICIDE REGULATION, with activity in Colorado and
Massachusetts from 2023 rolling over into 2024. ,’

their city limits starting July 1st after passage of a partial
preemption rollback bill.

FINISHING TOUCHES

At the end of the year, we saw continued legislative work
in states like California and New York, while other states
began planning for this year. In California, our SPARs worked
diligently as Governor Newsom considered three bills that
impacted our industry. The most important was Assembly
Bill 1322, which restricted the use of an FGAR in the state and
was ultimately signed into law on October 13th. Governor
Newsom also signed two bills that our industry monitored,
one being a restriction of neonicotinoid usage for turf
and ornamental purposes and another that created an
Environmental Justice advisory committee as part of the
Department of Pesticide Regulation (DPR).

In New York, two pieces of legislation from 2022 resur-
faced and made it through both chambers and onto the
Governor’s desk. The first is a bill that would prohibit
the application of pesticides to wetlands, which had the
potential to result in a preemption rollback. Fortunately for
the industry, the Governor ultimately vetoed this bill. The
second was a bill that would restrict the use of neonicoti-
noid products for outdoor applications. Due to the hard
work of NPMA and state representatives who engaged

8 | PESTWORLD > JANUARY/FEBRUARY 2024

the state’s regulatory officials, the Governor vetoed this
bill as well.

WHAT’S NEXT

With 2024 being an election year, we are anticipating
hotly contested, partisan legislative sessions as elected
officials vie for any bills that can then be used on the
campaign frail. 2024 will see 44 states across the coun-
try hold elections for 86 chambers. We are keeping our
eye on states that have slim legislative majorities, like
Michigan and Minnesota, as they may pass vital party
legislation because the lack thereof could have major
electoral implications.

We are already engaging on several pieces of legisla-
tion across the country, and are anticipating several states
to push for local authority over pesticide regulation, with
activity in Colorado and Massachusetts from 2023 rolling
over into 2024. In Massachusetts, towns have again peti-
tioned the legislature to introduce bills that are similar to
the actions taken in the town of Arlington in past years. This
initiative from previous years resulted in the state’s Attorney
General enforcing the authority of their enacted pesticide
preemption law. NPMA is also working proactively with our
SPARs to push pro-industry legislation in the upcoming
legislative sessions. ()



FEDERAL LEGISLATIVE UPDATE

-

THE IMPORTANCE OF

PESTICIDE =
PREEMPTION

T

A refresher on pesticide
preemption

]
In 45 states, the U.S. Environmental Protection Agency (EPA)

and state lead agencies work together through longstanding
cooperative agreements to administer and enforce Federal
Insecticide, Fungicide, and Rodenticide Act (FIFRA) laws
and support the development of science-based pesticide
labels. This is a system of pesticide preemption, where
states preempt localities in the regulation of the sale, use
and distribution of pesticides.

In recent years, many state legislatures have considered
rolling back their system of pesticide preemption, which
would have the potential to increase the number of towns,
cities, counties and other localities that are able to regulate,
and often ban, pesticides. This impacts the ability of our
industry to do business by creating a patchwork of
local laws across the multiple counties that applica-
tors work in on any given day or week. Localities -«
also lack the resources that are available at }'//
the state and federal levels, including teams
of scientific experts, in addition to enforcement
mechanisms.

Furthermore, NPMA member companies work
every day to protect Americans from danger-
ous and deadly pests. In states that do not oper-
ate in a system of pesticide preemption, poorly 'l
thought-out local restrictions on vital pesticide L1
tools can leave the public without access to | |

i

SON J. HAHN/SHUTTERSTOCK.COM
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A3 PAST ACTIONS
(;::-' -

~ CURRENT EFFORTS _—
\\: W m AR ow tracking a 2024 timeline for Farm Bill
= reauthorization, and NPMA staff are meeting with key
32 officials and members of the House and Senate

;. Agriculture committees, as well as other members

~ of Congress, to push for a national solution to

M\ pesticide preemption. In these meetings, we

. are once again requesting official pesticide

= 8 preemption language is included—and
ultimately kept—in the final version of the
reauthorized Farm Bill. As of November

S 2023, NPMA has met with the follow-
: ing offices to discuss preemption:
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u.s.

. John Boozman (R-AR)
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
Sen.
. Tina Smith (D-MN)

. Martin Heinrich (D-NM)

Senate

Debbie Stabenow (D-MiI)
Tom Cotton (R-AR)

John Thune (R-SD)

Roger Marshall (R-KS)
Deb Fisher (R-NE)
Michael Bennet (D-CO)
Ben Ray Lujan (D-NM)
Tommy Tuberville (R-AL)
Cindy Hyde-Smith (R-MS)

U.S. House of Representatives

Rep. Ronny Jackson (R-TX-03)
Rep. Frank Lucas (R-OK-03)
Rep. John Rose (R-TN-06)
Rep. James Comer (R-KY-01)
Rep. Jim Costa (D-CA-16)
Rep. Michelle Fishbach (R-MN-07)
Rep. Tracey Mann (R-KS-01)

Rep. Jim Baird (R-IN-04)

Rep. David Rouzer (R-NC-07)
Rep. Troy Balderston (R-OH-12)

Rep. Nikki Budzinski (D-IL-13)
Rep. Shontel Brown (D-OH-11)

Rep. David Scott (D-GA-13)

Rep. Glenn “GT” Thompson (R-PA-15)
Rep. Sanford Bishop (D-GA-02)

Rep. Brad Finstad (R-MN-01)

Rep. Barry Loudermilk (R-GA-11)

Rep. Austin Scott (R-GA-08)

Rep. Elissa Slotkin (D-MI-08)

Rep. Mark Alford (R-MO-04)

Sherrod Brown (D-OH)
John Tester (D-MT)
Raphael Warnock (D-GA)
Tim Kaine (D-VA)

John Hickenlooper (D-CO)

Rep. Eric Sorensen (D-IL-17)
Rep. Don Bacon (R-NE-2)
Rep. Mayra Flores (R-TX-34)
Rep. Lou Correa (D-CA-46)
Rep. Steve Scalise (R-LA-1)

Rep. Mariannete Miller-Meeks
(R-1A-02)

Rep. Greg Steube (R-FL-17)

Rep. Jake LaTurner (R-KS-2)

Rep. Buddy Carter (R-GA-01)

Pete Ricketts (R-NE)
Alex Padilla (D-CA)
Joe Manchin (D-WV)

increasingly contentious, which contributed to the drafting

“ In states that do not

operate in a system of
pesticide preemption,
poorly thought-out

and expose individuals,
families and workers to the
diseases pests carry. , ,

Rep. Bruce Westerman (R-AK-04)
Rep. Mark Alford (R-MO-04)

Rep. Rob Wittman (R-VA-01)
Rep. Randy Feenstra (R-1A-04)

Preemption Task Force

In September 2023, Public Policy Committee Leadership
created the Preemption Task Force to finetune our advocacy
strategy. NPMA and the Public Policy Committee wanted
to prepare for every possible scenario ahead of the Farm
Bill process, so the task force was assembled to gather
member feedback on our current efforts and develop a
plan to position our industry for success. This task force
met weekly to develop a set of recommendations that was
ultimately shared with and approved by the broader Public
Policy Committee.

Task Force Members

e Chris Haggerty, Public Policy Chair,
American Pest Control, Illinois
Jim Steed, Public Policy Vice Chair, Neighborly
Pest Management Inc., California
Bob Dold, Jr., Rose Pest Solutions, lllinois
Faye Golden, Cook’s Pest Control Inc., Alabama
Suzanne Graham, Massey Services Inc., Florida
Marie Horner, Arrow Exterminators, Georgia
Billy Olesen, PestStop, Washington
Jake Plevelich, Rentokil-Terminix, Pennsylvania
Bonnie Rabe, Rollins Inc., Georgia
Julie Tesh-Clark, Pest Management
Systems Inc., North Carolina
Bill Welsh, Rose Pest Solutions, Michigan

PESTWORLD > JANUARY/FEBRUARY 2024 | 1



REGULATORY UPDATE

GROWS

RELATIONSHIP

J.D. DARR, Director of Regulatory and Legislative Affairs, NPMA

PMA has grown our relationship with the Environmental
Protection Agency (EPA) through continued dialogue with
the agency on the importance of our industry as stewards
of public health and safety and education on how pro-
posed rules by the agency will impact the ability of pest
management professionals to provide the best services to
their clients. Through conversations around EPA’s proposed
interim decisions on all 11 rodenticides, and the Agency’s
Revised Mitigation for Sulfuryl Fluoride, as well as EPA’s
Vulnerable Species Pilot Project, NPMA acknowledged and
supported EPA’s aspirations of protecting our environment,
while proposing changes that can achieve the Agency’s
goals without stripping pest management professionals
of vital tools necessary to keep destructive pests at bay.

<l NPMA remains keen on being a collaborative partner that

W

~__ works with EPA fo make science-based regulatory decisions.

= iy

. _:}9" B 7o/ RN 2
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2023 proved to be an effective year for NPMA’s engagement
with state regulatory groups. NPMA continues to serve on the
planning committee for the Association of Structural Pest
Control Regulatory Officials (ASPCRO) and is also an active
member of ASPCRO’s rodenticides and structural fumigation
committees. We continue to engage with the Association of
American Pesticide Control Officials (AAPCO), and we have
maintained a longstanding partnership with the American
Association of Pesticide Safety Educators (AAPSE). Finally,
we have increased our collaboration with the National
Association of State Departments of Agriculture (NASDA),
which has been a partner to NPMA on both EPA’s rodenti-
cides proposed interim decisions and our state-level pes-
ticide preemption efforts.
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EPA’s Proposed Interim Decisions (PIDs) on 11 rodenti-
cides remains a top focus of the pesticide applicator
community. Our industry contfinues to meet with the
Agency to discuss the mitigation measures laid out in
the PIDs on rodenticides, most notably the classifica-
tion of all rodenticides as RUP. We have expressed
to EPA that the proposed mitigation measures are
misapplied to professional uses that have not been
linked to environmental harm or negative human
health outcomes. NPMA has also submitted multiple
letters to the agency expressing the concerns of pest
management professionals.

Last year, NPMA created a Critical Issues Working
Group (CIWG), comprised of members of the Public
Policy Committee, to examine EPA’s proposed miti-
gation measures and determine the least harmful
alternative to propose for the Agency’s consider-
ation. Over the course of several months, the CIWG
met and finalized alternative mitigation measures,
which NPMA provided to the Agency, and stressed the
importance of ensuring all professionals can continue
to use rodenticides.

In October 2023, the Agency informed NPMA that
they had delayed their interim decision deadline from
November 2023 to later this year, as EPA continues
to gather more information from stakeholders and
key data on the impacts of their proposed mitiga-
fion measures.

This year, NPMA will be hosting EPA staff in
ashington, D.C. at a facility that relies on rodenti-
ides for rodent control. Our goal for this event will be
to show Agency staff how professional applicators
se rodenticides at customer accounts and demon-
ate the safety measures and best practices
common in our industr

The Effective Advocacy Tool: VoterVoice

Engaging with our elected officials is one of the most important
aspects of our government in America. NPMA utilizes an online
advocacy tool called VoterVoice to assist our members by making
advocacy as easy as clicking a button on an email. VoterVoice
allows NPMA to create advocacy campaigns at the state and fed-
eral levels of government in the United States. Though VoterVoice is
often thought of as a legislative tool, NPMA is also using VoterVoice
to engage with regulators at both levels of government, demon-
strating the flexibility and coverage of the platform. Once these
campaigns are created, NPMA drafts template messages for
our members to add their comments before sending it out to the
elected official that represents them.

VoterVoice campaigns are completely voluntary, and members
can subscribe or unsubscribe at any time. The proven success of
VoterVoice getting advocate messages on the desks of legisla-
tors, regulators and staff means it is one of the most effective
advocacy tools in our toolbox. See below for two examples of
campaigns from this past year:

VoterVoice Case Studies
In California, NPMA launched a VoterVoice campaign in col-
laboration with Pest Control Operators of California (PCOC) and
the Rodenticide Task Force (RTF) in opposition to AB 1322, which
restricted the use of diphacinone in the state. In a period of just
over four months, over 1,000 messages from California applicators
reached the desks of both state senators and Governor Newsom.
NPMA created a VoterVoice campaign targeted at Congress,
asking members of Congress to share concerns over EPA’s pro-
posed mitigation measure for Sulfuryl Fluoride (SF) use with the
agency. In less than two months, over 700 advocates alerted their
Congressional delegation of the issues surrounding SF. In both
campaigns, our members proved their dedication to advocating
for our industry, as both campaigns exceeded the average open
rates and action rates across all industries using VoterVoice.

T ——
S
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MARKETING CORNER

Utilizing Content Syndication to

BOOST WEBSITE

TRAFFIC

JIM FREDERICKS, Executive Director, PPMA

We know all too well that, in today’s digital landscape,
social media stands out as one of—if not the—greatest
tool to build consumer awareness for your business and
the important work you do. Fortunately for business owners,
your efforts to promote your business and its services do
not need fo stop there.

There are more than 7.8 billion people in the world, so it’s
imperative that marketers use every tool available to cast
their metaphorical nets wide to meet as many members of
their target audience as possible. In this article, we’ll discuss
content syndication, which is a great tactic to keep handy in
your toolbox to take your marketing efforts one significant
step further. So, what is content syndication?

WHAT IS IT?

Content syndication is a multichannel approach to promote
and distribute content while reaching a wider audience.
These strategic campaigns are known to be an incredible
traffic driver, bringing target audiences to content on your
website. There are numerous content syndication platforms
available, all of which allow brands and companies to deliver
their content and messaging to wider, targeted audiences.
Setting up a campaign on these platforms will allow your
content to appear as recommendations on some of the
web’s largest premium publisher sites, such as the Wall
Street Journal, CNN, MSN and many others.

Native advertising is the use of paid ads that match the
look, feel and function of the media format in which they
appear. Unlike banner or display ads, native ads look like
editorial content, so they don’t disrupt the user’s interaction
with the page. In other words, this content format provides
a less intrusive vehicle to deliver your content to consum-
ers, most of whom will be more receptive to content of this
nature as it doesn’t disturb the flow of their web experience
compared to other advertising methods. In fact, a global
Outbrain study conducted with third-party vendor Savanta
affirmed that 76% of consumers trust content and recom-
mendations seen in an editorial environment versus 54%
who trust user-generated content and recommendations
on social media.
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Typically, these forms of paid content will .
be found in the footer of the page and are
marked with their logo. Some native advertising '
platforms include Outbrain, Taboola and Plista, ll
among others. With consumers taking such a liking
to this advertising format, native advertising spend
has continually increased in recent years. According ‘1
to Emodo, the paid content spend is expected to surpass
$140 billion this year. -
Now that we’ve covered the basics, let’s discuss how
you can set yourself up for success when launching these
campaigns.

BEST PRACTICES 4
Platforms offer a range of creative formats, making cre-
ation as turnkey as possible. All you need to do is plug
in your image or video, headline, brand or site name,
a brief description and a call-to-action, and your -
campaign is ready to go.

The theme across content development for these
campaigns is, “less is more.” When writing headlines,
you’ll want to grab folks” attention as they scroll through that
particular webpage. As a matter of fact, i’s estimated that your
headline should grab people’s attention within three seconds.
Knowing that you only have a few short moments to do so, try
to call out the target audience in the headline. For example,
“Homeowners: Here are 3 tips to protect your property from
termite damage.” Try to keep headlines short and engaging
and avoid any inaccurate, misleading or overly sensational
messaging. It’s also important to note that you should not
promise anything in your headlines without a trusted resource.

When it comes to visuals, avoid using images that are
unrelated to the headline or landing page, and be sure
to pick the most high-resolution photos on file. It’s also a
best practice to avoid logos or promotional messaging.
Try using close-up images that will engage consumers to
click and learn more.

Lastly, think about the destination—where you are driv-
ing fraffic to. Make sure you are leading consumers to
relevant landing pages. If lead generation is your goal,




“ There are more than 7.8 billion people in the
world, so it’s imperative that MARKETERS
USE EVERY TOOL AVAILABLE TO CAST THEIR
METAPHORICAL NETS wide to meet as many
members of their target audience as possible. §§

drive to pages that encourage sign-ups. If you're looking
to drive sales, direct users to a product or services page.
For conversion-focused goals, incorporate easy-to-spot
call-to-actions to meet those objectives.

As I’'m sure you can tell by now, with content syndication
campaigns comes a great deal of flexibility, which is a
wonderful thing when it comes to your marketing strategy.
Test out a few tactics, find what works best for you and
lean into it.

MEASURING SUCCESS

There are a few important performance metrics for these
campaigns, including clicks, impressions, click-through

rate (CTR) and cost-per-click (CPC). On most platforms, a
CTR between 0.08 to 0.30% and a CPC of $0.26 to $0.67
is generally indicative of a positive performance. Note,
every campaign has unique objectives and can run for as
little as $10/day or as high as $10,000/month. Determine a
budget that aligns with your resources and make adjust-
ments as needed.

Every day, the digital space becomes more congested
with advertisers eager to get people’s attention and, as a
result, consumer demand for useful and authentic content
is on the rise. Stay one step ahead of your competitors and
utilize content syndication to enhance your online presence
in an effective way. O
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A New Credential:;
CLIENT SERVICE

PROFESSIONAL

GRIFFIN VOLTMANN, Certification Program Manager, QualityPro




Those of you who attended PestWorld 2023 already
know our exciting news: QualityPro’s newest credential is
for client service professionals. We gathered experts from
across the industry to create an exam that truly tests the
skills required of our industry’s client service profession-
als and we’re thrilled to announce that the credential is
available now!

WHY A CREDENTIAL FOR
CLIENT SERVICE?
The simplest answer is that in our industry, everything every-
one does is customer service.

More than that, QualityPro’s mission calls us to operate at
every level of the industry, celebrating the professionalism

EVEL OF SERVICE, and
QualityPro Client Service
ofessionals will be

that our people show every day. Technicians are often
the most literal public face of our industry, but customers
most regularly interact with office and sales staff—the
heard but unseen triage clinic of the pest management
industry. QualityPro exists to celebrate and uplift everyone
who serves on the front lines, and to certify the knowl-
edge, expertise and skill that our clients not only expect,
but deserve.

QualityPro convened a taskforce for the creation of a
Client Service Credential in May of 2023, bringing together
subject matter experts from across the industry. The panel
included managers and trainers from companies of all
sizes, and was directed to identify the core skills, knowl-
edge areas and behaviors that contribute to effective client
service. The result is a comprehensive exam covering every
area of customer service that an employee of a nation-
ally-accredited QualityPro company should know. Those
who pass this exam earn their Client Service Professional
credential, which they can put on their resume and share
with the world.

The credential is intended to certify a client service profes-
sional’s fraining, knowledge and skill. “This credential helps
break the belief that customer service can’t be taught. It is
a skill that many have worked hard to perfect and we are
excited to recognize their dedication to professionalism
with this credential,” says Allison Allen, executive director of
QualityPro. Customers expect a uniform, transparent and
accessible level of service, and QualityPro Client Service
Professionals will be tested on their ability to provide it. Our
goal is to demonstrate for our customers and our employ-
ees that these skills are a major area of focus, and that we
take those who employ them as seriously as everything
else we certify.

WHAT WILL IT COVER?

Those who register for the credentialing exam will receive a
course outline covering topics like routine job tasks, active
listening, customer retention, conflict resolution and com-
munication practices. The standards for the skills on the
exam have been developed by our panel of customer service
and training experts, and represent national best practices.
Concepts on the national exam apply to all companies,
regardless of size, structure or software. The credential
expands beyond basic sales and recordkeeping to cover
what industry language to use with customers, how to
practice and maintain resilience during rough customer
conversations, how to use different styles of questions to
both request and provide information to customers, and
office safety practices.

WHEN CAN MY TEAM START USING IT?

The exam is available to employees of QualityPro

accredited companies through the new NPMA
Continued on page 22
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ASK THE EXPERT

The Benefits of

|

What makes route optimization
different from route planning?
What are the benefits for users?

Route planning, like the name suggests, covers

planning out routes resulting in a given set of

stops. Route optimization, on the other hand,
ensures that you’re able to get to all your stops as efficiently
as possible. Building density in areas becomes more difficult
when routes are not optimized.

Route optimization enables predictable routing that pest
control businesses can count on and plan around. Strong,
tight and efficient routes allow users to not only get more
done, but to better satisfy customers by sticking to ETAs
and providing updates when technicians are on their way.

The result is less time spent on the road, less money
spent on fuel and customers more prepared for each visit.
PestPac RouteOp users, for example, are able to service
20% more customers per technician and spend 30% less
on fuel, all thanks to more efficient routing.

What difficulties arise when trying to

optimize routes, and what factors

should users look for in a route
optimization tool to overcome them?

It’s easy to think of route optimization as being

wholly dependent on geography—simply schedule

technicians to cover all of the jobs in a limited area
for maximum coverage—but the reality is that there are a
plethora of other factors to consider, and a quality route
optimization tool needs to be able to accommodate them.
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Route Optimization

RICK AGAJANIAN, Chief Product Officer, WorkWave

When a service visit calls for specific considerations, your
route optimization software needs to be able to accommo-
date them. Think about factors like technician schedules,
start and end locations, necessary certifications, whether
or not a vehicle has particular materials or equipment on
board and customer time constraints.

Similar to accommodating specific constraints, users
should seek out a routing solution that enables them
to pivot when the need arises. Whether that’s adjusting
to unexpected circumstances—Ilike a technician call-
ing out, foul weather, a truck breaking down at the last
minute or needing to work in emergency services for
customers—unexpected changes shouldn’t derail your
routing. Being able to reroute as needed—and quickly—
keeps your business running without skipping a beat and
shows your customers that you’ll always work to ensure
their satisfaction.

If your software isn’t ensuring all of those needs are met,
you can’t hope to keep your customers satisfied.

What’s next for route optimization?
What tools are poised to make route
optimization even better?

As route optimization continues to improve and
become even more predictable, so too can com-
munication with end customers. Today’s custom-
ers have very high expectations for the companies they
work with, owing in large part to the advent of technology
in everyday life. They expect to know when a technician will
be arriving, whether it’s for routine pest prevention or to
address an ongoing pest emergency, and predictable
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Pest Control Scheduling

routing is the crux of providing accurate arrival estimates to see where technicians are in real-time compared
in communication. to where they’re expected to be. While this is obvi-

Telematics stands to move route optimization forward, ously beneficial in the moment, that data can also be
with GPS tracking allowing users to gain a wealth of gathered and analyzed to ensure route optimization is
new information. Rather than relying on projections and being carried out with the most accurate considerations
post-service information, GPS tracking allows users available. O

PREMIERE SPONSOR

ONPMA & MRH2024 FMC

National Pest Management Association /m\ I E G I T I V E

WASHINGTON D.C.

THE FUTURE OF PEST MANAGEMENT TAKES CENTER STAGE

JOIN NPMA FOR LEGISLATIVE DAY!

Seize the chance to engage with legislators and Hill staff, emphasizing the crucial role
pest management plays in safeguarding public health, food, and property.

YOUR COLLECTIVE EFFORTS WILL DRIVE THE CHANGE NECESSARY TO
EFFICIENTLY SERVE LOCAL CUSTOMERS AND COMMUNITIES, ENSURING A SAFE
AND CONSISTENT APPROACH TO PEST MANAGEMENT.

Register Today!

www.npmapestworld.org/legislativeday
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NPMA EVENT CALENDAR

NPMA LEGISLATIVE DAY

Mar 10-12, 2024

Washington, D.C.

WOMEN’S FORUM

May 7-9, 2024

Atlanta, GA

WORKFORCE SUMMIT

May 9-10, 2024

Atlanta, GA

GLOBAL HEALTH & FOOD
SAFETY SUMMIT

June 4-6, 2024

Miami, FL

EXECUTIVE LEADERSHIP
FORUM

June 11-13, 2024

New Orleans, LA

NPMA ACADEMY

July 16-18, 2024

Orlando, FL

PESTWORLD 2024

Oct 22-25, 2024

Denver, CO
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A NEW CREDENTIAL...
Continued from page 12

website and redesigned course registration process. Visit
www.npmatraining.org today to sign up! If your com-
pany is not yet accredited by QualityPro, apply today at
www.npmagqualitypro.org/apply.

The new course registration process makes registration
easier than ever. Historically, the inability of training supervi-
sors to quickly and conveniently add more than one student
to a course at a time has been a major pain point—one our
new process has removed. Under the new course registra-
fion process, users will be able to create multiple accounts
for students and assign them course material at the same
step out of the NPMA Online BugStore.

Once you pass the exam, your certificate of completion
will be available at www.npmaqualitypro.org/certificate. We
encourage everyone who has earned a credential through
QualityPro to share the accomplishment with their network
and broadcast the professionalism of our industry and the
people in it.

Customer service is more than just answering the phone,
it’s providing an experience—not just for the clients, but for
everyone involved. A QualityPro Client Service Professional
is a well-rounded, cross-trained, expert communicator just
as capable of describing the service to the client as sell-
ing it, and of ensuring repeat business for their company
through professionalism and care. This credential is an
investment in your people, and a demonstration of your
confidence in their future. They have the knowledge, the
expertise and the skill to be at the front lines of our industry,
and earning this credential is the proof. ()

QualityPro is administered by the Foundation for Professional
Pest Management, an independent organization that has
been developing good business practices and standards
since 2004. Designed specifically for pest management
companies in the U.S. and Canada, we are proud to cer-
tify over 500 of the best companies in the pest manage-
ment industry. QualityPro is endorsed by the National Pest
Management Association (NPMA). For more information,
contact us at QualityPro@pestworld.org.
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GET TO KNOW

JEAN-LOUI
NAVARRO

President
Mega Bee Rescues & Pest Control
Miami, Florida

How did you get started in the industry?

Before getting into the industry, | was in the hospitality industry
for several years. In 2017, | decided to work part-time with my
father in pest management as he was already in the industry
as a solo operator. | worked with him as a technician and a
helper on specialty jobs. | will be very tfransparent—I did not
know exactly what | was doing or what insects | was looking
at at first. Those uncomfortable moments of not knowing at
the early stages of getting info the industry is what truly trig-
gered my curiously that led to me wanting to learn more and
do research on pest management, along with learning about
the insects we were seeing. As time progressed, learning about
the industry and getting involved became a passion. While
learning about the industry at an early stage, | also decided to
get into beekeeping, which helped me learn about and under-
stand bees. With that being said, | was able to incorporate
beekeeping with pest management, and we now rescue feral
bee hives and provide pest management services.

Did you have any mentors along the way?

Definitely, Joe Jonovich has been a great friend and mentor
along the way. | met Joe at The Pest Management University
(PMU) at The University of Florida. He has been extremely
helpful throughout my time operating the business. Currently
as part of the Executive Leadership Program with NPMA,
| meet with Bill Horgan from Debug Pest Control. He has
also been a great mentor thus far. Both have really helped
me think and see things in a way that benefits the way we
operate as a business. A huge thank you to both of them!

What’s the biggest learning experience you’ve had?
One of the biggest learning experiences I’'ve had was get-
ting into the pest management industry. It was challenging
at first with zero experience but has been a great learning
experience overall.

What’s the best piece of advice you’ve ever received?
Work on getting 1% better each day.

What’s the worst piece of advice you’ve ever received?
Just go with the flow.

What life skill do you wish you had cultivated or were
better at?

Appreciating things in the moment—at times, moments
pass right by us and we don’t appreciate them until they
are history.

What’s the best compliment you’ve ever received?
You have a great energy when you enter a room.

What’s one thing people don’t know about you?
Although | love being interactive, | truly value and enjoy
downtime.

Describe yourself in three words?
Passionate, determined, charismatic.

What keeps you awake at night?
Wanting to be better the next day—I am constantly thinking
of ways of improving not only as a business but as a person.

What would your superpower be?

| would love to time travel, go back in time and even advance
fime, if possible. So many things have changed over the
years and will continue to do so that at times we only wish
we can go back to enjoy something a bit more or look into
the future to see the direction we are all going.

Who would play you in the film of your life?
Leonardo DiCaprio.

What is your guiltiest pleasure?
| love to eat, and truly enjoy eating great food.

Which words or phrases do you most overuse?
“Ready for some food.”

What’s heavily played on your music
playlist right now?
Afro-music essentials.

What book did you most recently finish?
Traction.

How do you start your day?
A good hygiene routine is a great start to kick off the day.

Where was the best vacation you’ve ever taken?
Recently, (my significant other) Ana and | went to Egypt and
Jordan for two weeks. It blew past my expectations and was
an incredible trip overall. O
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We create chemistry

1. Edward F. Marshall. Cholecalciferol: A Unique Toxicant for Rodent Control.
DigitalCommons@University of Nebraska-Lincoln, Proceedings of the Eleventh
Vertebrate Pest Conference. 1984.

Always read and follow label directions.

Selontra is a registered trademark of BASF. © 2023 BASF Corp. All rights reserved.
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Rodent Bait
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~ Rats éhd mié; 15re notorioﬁsly cﬁnning at "evading most
treatments, which is why you need a solution that’s
smarter than them in every way: Selontra rodent bait.

Its cholecalciferol-based formula with 99% food-grade
ingredients delivers a taste rodents can'’t resist and even
controls those resistant to traditional anticoagulants.!

Contact your local BASF sales specialist for more information.
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https://pestcontrol.basf.us/products/selontra--rodent-bait.html
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