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Your Blueprint for Growth in 
2023 and Beyond

David F. Giannetto, CEO of WorkWave 
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Agenda

● What can you do - tangible actions - that will drive 
greater growth in 2022?

● Can these also make your company more valuable - 
meaning it will literally sell for more money?
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The Only Ways to Grow

There are a limited number of ways to grow organically:

● Get more customers
● Keep more of your current customers
● Sell more to existing customers - easiest

Growth is the primary hard measure driving value
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Action #1
- Manage to 100% Completion -
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Manage to 100% Completion

● Every Service Order you’ve sold should be completed as quickly
as possible
○ Orders can only be Completed or Cancelled 
○ Controllable Reasons are not acceptable outcomes - that is giving away money
○ Focus first on recurrent customers
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Manage to 100% Completion

● Every Service Order you’ve sold should be completed as quickly
as possible
○ Orders can only be Completed or Cancelled 
○ Controllable Reasons are not acceptable outcomes - that is giving away money
○ Focus first on recurrent customers

● Follow every step of the sequence
○ Sold but not scheduled - scheduled but not complete - rescheduled - completed 

but not billed - billed but not collected - bad debt not sold
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Manage to 100% Completion

● Every Service Order you’ve sold should be completed as quickly
as possible
○ Orders can only be Completed or Cancelled 
○ Controllable Reasons are not acceptable outcomes - that is giving away money
○ Focus first on recurrent customers

● Follow every step of the sequence
○ Sold but not scheduled - scheduled but not complete - rescheduled - completed 

but not billed - billed but not collected - bad debt not sold

● Key metrics
○ % Completion - measured every day
○ % Cancellation - measured by “reason”, frequently
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Manage to 100% Completion

Sample Service Completion Progress 
Report:
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Sample Service Order Management Dashboard
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Action #2
- Retain the Right Customers -
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Retain the Right Customers 

● Not every customer is worth the same amount, despite CLV
○ Recurrent customers are worth more

○ Customers in dense areas are worth more

○ Auto-bill customers are worth more
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Retain the Right Customers 

● Not every customer is worth the same amount, despite CLV
○ Recurrent customers are worth more
○ Customers in dense areas are worth more
○ Auto-bill customers are worth more

● Price increases can effectively “right size” the customer base
○ Price increases directly drive growth (not just profitability)
○ Price increases should be contextual to the customer you want to keep or lose
○ Corporate pricing strategy influences how sales people shape your business 

■ “Any customer is worth keeping if they will pay enough”
■ Long-term strategies build long-term value
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Sample Service Order Management Dashboard
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Strategically Using Price Increases

● Identify your “real” core branch service area based upon route density
○ For sparse routes within your core service area, focus sales efforts to increase density
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Strategically Using Price Increases

● Identify your “real” core branch service area based upon route density
○ For sparse routes within your core service area, focus sales efforts to increase density

● Identify all accounts in sparse outlying areas and specifically increase price
○ Some customers will leave - that’s right sizing
○ Improves profitability on customers that remain
○ Frees up valuable technician time - more time equals more growth capacity to 

improve % completion
○ Facilitates proper profitability over the long term
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Strategically Using Price Increases

● Identify your “real” core branch service area based upon route density
○ For sparse routes within your core service area, focus sales efforts to increase density

● Identify all accounts in sparse outlying areas and specifically increase price
○ Some customers will leave - that’s right sizing
○ Improves profitability on customers that remain
○ Frees up valuable technician time - more time equals more growth capacity to 

improve % completion
○ Facilitates proper profitability over the long term

● Note: 
○ If Technicians are assigned to specific territories then technician rates can be 

increased to the same effect, but this requires constant review 
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Increase Price
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Action #3
- Everything should Reoccur -
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Increase Percentage of Recurring Revenue 

● All stable things are inherently more valuable
● Stability is boring - boring is valuable
● Focus the entire organization on recurring activities

○ Incentivize sales to sell recurring services
○ Incentivize customers to buying recurring packages and extend contractual relationships
○ Incentivize technicians to convert customers while in the home
○ Incentivize technicians to create leads for sales
○ Prioritize recurring customers in all things

● Always put credit cards on file
○ Definitely have Account Updater

● Actively work to convert one-time customers to recurring customers



Confidential | pestpac.com
Copyright 2022, WorkWave LLC. All rights reserved.

Increase Percentage of Recurring Revenue 

● All stable things are inherently more valuable
● Stability is boring - boring is valuable
● Focus the entire organization on recurring activities

○ Incentivize sales to sell recurring services
○ Incentivize customers to buying recurring packages and extend contractual relationships
○ Incentivize technicians to convert customers while in the home
○ Incentivize technicians to create leads for sales
○ Prioritize recurring customers in all things

● Always put credit cards on file
○ Definitely have Account Updater

● Actively work to convert one-time customers to recurring customers



Confidential | pestpac.com
Copyright 2022, WorkWave LLC. All rights reserved.

Increase Percentage of Recurring Revenue 
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Screenshots

MOBILE 
APPLICATION
A technician can 
submit a lead into 
Sales Center right 
from the field 
through the PestPac 
Mobile app. 

SALES CENTER
Leads can be 
added and 
worked from the 
field on a tablet.
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Screenshots

REPORT WRITER 

Pull a list of all 
one-time 
customers. 
Utilize email 
with Marketing 
Automation to 
create a drip 
campaign. 
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Screenshots

Communication Hub
Communication Hub 
allows users to set up 
recurring emails based 
on a list
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Action #4
- A CX Sales Process -
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A Connected Customer Sales Experience

Digital Sales
During 
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Direct Sales 
(Phone)

Online 
Advert
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Driving Business Value 
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The Only Ways to Grow

The “Value” of a company is a math equation:

● Growth and profitability are the two hard measures that most affect the 
“value” of a company during acquisition

● “Qualitative” qualities can move value slightly up or down

● “Macroeconomic conditions” and “Truly Unique Attributes” (typically 
dominance within a desirable geographic area) trump everything 

Don’t think of one day; think of every day
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Top Metrics that Determine Value - $$$ 

Top Metric Good Company (2x) Great Company (4x+)

Consistent Growth Rate < 8% > 10%

% Core Business < 50% > 70%

Recurrent Revenue < 70% > 80%

Gross Margin < 50% > 70%

EBITDA < 20% > 25%

Gross Margin:  Costs required to directly service your customers 
EBITDA:  Remaining profits after selling, general & administrative costs
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Questions?

See you at WORKWAVE AFTER DARK tonight
8pm, Royale Nightclub

Visit PestPac, Slingshot and Coalmarch at Booth #2817.


