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D E C E M B E R 2014

Welcome to WashTrends December.

’Tis the season to be jolly, joyful and sometimes stressed. This 
time of year gives the word busy new meaning. There’s often 
an overwhelming amount to be accomplished by the end of the 
year. 

So what’s a person to do? Why not sit down, relax and enjoy 
our end-of-the-year issue of WashTrends. Take a moment to feel 
a part of the amazing carwash community that’s vast and yet 
personal, profit driven and yet giving. And consider the exciting 
new trends, ideas and inspiration that are right here in this 
issue.

Take a break from the bustle and give back to yourself, by 
taking time to check in--and check out information and stories 
that can impact your business and expand your ideas for the 
future in ways you may not have imagined.

There’s so much going on right now, and one big new trend 
on the horizon are new payment systems that will change the 
way we pay. Pam Piro of Unitec offers a future view about this 
new payment transformation that will affect us all. We’ve also 
got a great spin on holiday stress and how to handle customers 
who complain. We’ll show you how to turn a problem into an 
opportunity you’ll be able to use right now and in the future. 
We also feature a carwash with amazing heart and goals that 
matter, and a father-daughter story gives new meaning to 
carwash chemistry. 

WashTrends would also like to thank you, our readers, for 
your interest in keeping up with the latest trends and turning 
to WashTrends as a valuable resource to help your business 
grow and keep you connected to the many people, ideas and 
solutions always happening in this industry. 2014 has been a 
great year, and we’re looking forward to 2015. 
 
We hope you enjoy this issue.

As always, our goal is to bring you up-to-the-minute, unbiased 
trendsetting information that can move your business to the 
future with economic success.

Happy carwashing and Happy New Year from everyone at 
WashTrends!

Sandy Travis Bildahl
Editor in Chief
WashTrends
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U S I N G  T E C H N O L O G Y  T O  E N H A N C E  Y O U R  C U S T O M E R ’ S  E X P E R I E N C E

800-336-6338  Green, Ohio  / www.drbsystems.com
 © Copyright 2014. All rights reserved DRB Systems 

FastPass gives busy customers the quick, convenient  
and simple buying experience they want at a car wash. 
That’s why 2.4 million customers already have FastPass 
windshield stickers on their vehicles. It’s also why car 
washes that have installed the FastPass RFID system have 
grown nearly three times faster than those that haven’t.*

FastPass RFID
• A wireless acceptance system that clears transactions 
 in less than two seconds by reading windshield tags  
 without even requiring customers to lower their  
 windows.

• The easiest and fastest way to identify monthly  
 pass customers. 

• Provides the most seamless buying experience when 
 used with the SiteWatch Automatic Recharge Module® 
 (ARM®) for monthly passes and the Xpress Pay 
 Terminal® (XPT®) self-pay station.

Learn more about how you can offer your customers a 
better buying experience with SiteWatch FastPass from 
DRB Systems. 

Contact DRB Systems at 1-800-336-6338, or visit 
www.drbsystems.com for more information.

* Comparison figure based on blind StatWatch reports from 
   over 600 anonymous car washes.

Car Wash Volume Increase 
National Average 2011-2014

25.5%
  
With FastPass

9.1%
Without FastPassss

   20%

 10%

  0

    A Message from 2.4 Million Car Wash Customers:

“We Like to Save Time 
with FastPass® from DRB Systems”
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Rising Tide Carwash Creates 
Its Own Success Story

 One family’s decision to help those affected by autism

When John D’Eri, along with his son, Tom, 
opened Rising Tide Car Wash in Florida, 
they had a goal. They wanted to empower 
individuals with autism, which is the 
fastest-growing serious developmental 
disability in the U.S., affecting 1 in 68 
children.

So far, there is no medical detection or 
cure for this mysterious syndrome, which 
affects John’s son, Andrew.

So D’Eri, as well as business people, 
concerned parents, advocacy groups  
and nonprofits, have partnered together to 
dream up innovative ideas to help people with autism live more meaningful and independent lives.

Adding to the struggles is the overwhelming average cost for a family affected by autism, which 
can be as much as $60,000 annually. This is why the D’Eri family of Parkland, Florida, a family 
personally affected by autism, decided to establish a business that could help not just their family 
but many others in the area. 

“We certainly feel our carwash is successful,” says co-founder Tom D’Eri. “It has proved to be a 
profitable business and has also helped us employ 35 individuals with autism for 80 percent of our 
staff, helping them gain the self and social confidence needed to live full lives.” 

“For example, our employee Melvin came to us not feeling like he could do a whole lot with his 
life,” Tom adds. “In fact, he rarely spoke and barely passed our training program. Today he is one of 
our best employees, always has a smile on his face, and even bought his first car!” Melvin serves as 
a tangible example of just how capable individuals with autism can be.

BY BRENDA GRACELY
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Rising Tide’s logo symbolizes its social 
mission of empowering individuals 
with autism through employment 
at a professional carwash. The icon 
in the center of the logo is a puzzle 
piece (the universal symbol of 
autism) being lifted up by a wave; 
this represents their aspirations of 
inspiring the community to see autism 
as a diversity rather than a disability.

The profits generated through the 
operations of Rising Tide support 
their employees with autism through 
living wages and independent living 
skills and self-advocacy training. They 

aim to inspire communities to change their perception of the capability of people with autism. 
They usually are very detail oriented and thrive in concrete, structured work environments. This 
untapped talent pool can be a great opportunity for employers.

“We’ve never had any issues as far as community buy-in,” Tom explains. “The citizens of Parkland 
really welcomed us with open arms. We did, however, go through our share of growing pains 
learning the carwash business. As any operator will tell you, there is far more to running a carwash 
than meets the eye, so it certainly took a lot of work to get this right. Thankfully, we had some 
incredible guidance from the team at Sonny’s Enterprise.”

“All our Rising Tide employees have passed a rigorous 25-hour training program developed in 
partnership with Sonny’s,” Tom continues. “We partnered with Sonny’s and leading disability 
employment consultants to design a training curriculum that would work well with our employees, 
both on the autism spectrum and typical employees. We follow the CarWash College procedures 
for everything and have built a strong management training program as well.”

“It’s been great,” Tom says. “It took only six months to turn a profit. We introduced the Flex 
Service model to the area, and the community loves the free vacuums and high-quality exterior 
washes as well as our full service and detailing. All of our products are water-soluble, most are 
hyper-concentrates and our aftercare products are nontoxic and low VOC. Our staff produces an 
extremely high quality and consistent full-service carwash and is so happy to be working for us 
that it really creates an environment that delights customers.”

Rising Tide services are promoted through local and social media. “On a busy Saturday,” Tom 
points out, “we wash 600 cars, and we project that we will wash over 100,000 cars this year. 
About 1,000 customers use their monthly program, unlimited carwashes for as little as $18 per 
month.
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Autism is the fastest-growing serious 
developmental disability in the U.S., affecting  
1 in 68 children. Unfortunately, so far there is  
no medical detection or cure.

Autism and autism spectrum disorder 
(ASD) are both general terms for a group of 
complex disorders having roots in early brain 
development. These disorders are characterized, 
in varying degrees, by difficulties in social 
interaction, verbal and nonverbal communication 
and repetitive behaviors. ASD can also be 
associated with intellectual disability and 
difficulties in motor coordination and attention. 

Autism prevalence figures are growing, and 
government statistics suggest that prevalence 
rates have increased 10 to 17 percent annually 
in recent years with no established explanation 
for this continuing increase.
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“CanDo Business Ventures is the research entity we founded to determine which business to 
go into, which was clearly the carwash industry,” Tom explains. Rising Tide Car Wash is the first 
company created by CanDo Business Ventures (http://www.candobiz.com), an organization that 
designs and deploys scalable consumer businesses dedicated to employing people with autism. 
CanDo’s businesses create supportive and self-sustaining situations for individuals with autism to 
achieve their full potential. Each venture will provide the income, benefits and independent living 
skills and self advocacy training needed to fully support people with autism.

In 2013, Rising Tide was a SOCAP featured entrepreneur. Founded in 1973, the Society of Consumer 
Affairs Professionals in Business (SOCAP International) represents a global profession of customer 
care experts across all industries. Their mission is to create a platform in which investors willing to 
put money into enterprises focused foremost on social return can meet the world’s most innovative 
entrepreneurs. It has supported more than 1,000 entrepreneurs through scholarships, mentoring 
and training.

NBC Nightly News with Brian Williams featured a report by Harry Smith about Rising Tide. NBC 
News’ Harry Smith first took an interest in Rising Tide when he hosted a screening of the autism 
documentary, “Sounding the Alarm,” at New York’s Paley Center for Media, in which Rising Tide was 
featured.

Rising Tide has also been featured in Autism Speaks initiative, “Advancing the Role and Impact of 
Small Busineses in Employing Adults with Autism,” and recently accepted the Autism Awareness 
Award at Miami’s Walk Now for Autism Speaks.

www.risingtidecarwash.com 
Follow us on Facebook

Rate us on Yelp
Check in on Foursquare

Follow us on Google Plus
Watch us on YouTube
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Scan to  
watch video

SELF-SERVE UNDERBODY SYSTEM

 Looking for an easy way to increase 
your customers time in the self serve 
bay? The Self-Serve Underbody System 
provides a simple, fast and easy way to 
add a unique service option to your car 
wash.

Features include:

  Compatible with all self-serve car wash equipment
  Easily adapts to any existing high pressure pump 
  Controlled by the rotary switch on any existing meter box
 	 Pre-wired	and	pre-plumbed	for	easy	field	installation

 An Elite Pro™ is an industry leading self-serve system 
sure to attract more customers and produce cleaner 
vehicles from your car wash business. Consumers feel 
more value and enjoy better cleaning power as a result 
of the Elite system’s Advanced Product Delivery, 
which gives car wash operators the ability to 
customize the delivery pressure for all functions. 

Other	benefits	include:

800-528-5733
w w w . h y d r o s p r a y . c o m

c o n t a c t   u s 

TODAY

Equipment that adds value!

Standard Functions Include: 
Rinse, Soap, Wax, Pre-Soak, Wheel 
& Tire, Foam Brush, Spot Free, Foam 
Polish & Extra Service9

  Integrated System Design
  Industry Standard Parts
  Multi-Pressure Delivery, 0 – 1500 PSI
  Quick Purge Functionality
  Maintenance Friendly
 	 2	–	6	Bay	Configurations
  Pump Options: CAT, GP & Arimitsu
 	 5	HP	Efficient	Motors
  1 Year Warranty, 90 Day Labor 
  (Subject to Terms & Conditions)

MORE REVENUE!
Add a New Service & Generate

Plug & Play
Installation

Easy
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A Division of National Pride Equipment

Same Day 
Shipping

Expanded 
Inventory

Multiple  
Distribution 

PointsQuality First, 
Service Second  

to None

No Part #
No Customer #

No Problem

Full Line  
Self-Serve  

Equipment

www.CarWashSuperstore.comOrder Now: 877-ONE-WASH
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The car wash starts here. Welcome your customers with a “wow”  
by partnering with Unitec, giving  them much more than simply  
a spot to pay. Your car wash payment entry system can create an  

experience – one that is simple, convenient and designed  
with the needs of your customers in mind.

Learn more about our products and the benefits of  
partnering with us by visiting  

www.StartwithUnitec.com.

You have one chance to  
make a first impression. 

Make it a good one, with Unitec.

7125 Troy Hill Drive, Elkridge, MD 21075  |  443.561.1200

 
Unitec’s diverse line of product 

offerings can streamline your 
operations, improve your 

efficiency and boost your bottom 
line revenue. Our payment 

entry systems are designed to 
automate the transaction process, 

while maximizing customer 
loyalty through use of innovative 

marketing tools and programs.

Products pictured left to right: C-Start, Sentinel, Portal.

13WashTrends / December 2014



Are You Ready 
For The 

New Trend?

Payment 
Technology 
is Changing 

the Way We Pay

Pam Piro of Unitec 
Talks About Preparing 

for the Future
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BY TOM SMITH

Google Wallet. ApplePay. CurrentC.

New smartphone payment technologies are 
trying to prove themselves with customers 
and merchants, while at the same time the 
traditional credit card industry is moving 
from magnetic swipes to embedded chips. 

So how are carwash customers going to 
pay in the future? WashTrends turned to 
Pam Piro, the president and CEO of Unitec, 
a leading manufacturer of payment system 
kiosks for unattended carwashes, for answers. 
As pioneers in implementing changes in 
payment technology, this Maryland-based 
company has been through changes before 
and is ready for the next wave. 

In a wide-ranging interview with 
WashTrends, Piro talked about the challenges facing the carwash industry and her firm – 
notably the impact of the recession and changing technology.

Preparing for “what’s coming next in technology” is part of today’s business strategy 
for everyone, and answering the unique needs of the carwash industry is critical to 
Unitec, which has worked with vendor partners to identify the hardware and software 
requirements for each of the new payment systems on the horizon. “We have to be on the 
front edge to put the technology in the products, and we are poised to implement them 
when the regulations are there or the population is ready to pay a new way,” she notes. 

While the digital payment technology has been in the headlines, in part to push consumer 
technology products during the critical holiday shopping season, Piro cautions that 
the carwash industry has previously experienced long transitions into new payment 
technology.

“It probably took a decade for the transition from cash to credit,” she explains, noting 
that Unitec introduced its first credit payment systems in the late 1990s. At first, the 
credit card usage rates were 25 to 30 percent of the transactions. Now the average is 65 
to 80 percent. These rates are even higher in the convenience store environment, where 
consumers have multiple payment points.

Pam Piro, President & CEO of Unitec
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While payment systems are an “ever-changing landscape, ” Piro notes that at the moment 
there is no clear direction as to what will be the “favored” new payment system and 
what will be the next “betamax.” The promoters of mobile payments fall into two very 
different camps – one group desires more information on the consumer for future sale 
opportunities and the second is trying to shield the privacy of the consumer.

Business Insider Intelligence reports that the use of mobile payment technology will 
grow to $200 million worth of transactions by 2018 or 42 times the value of current 
transactions. It further estimates that 40 percent of all payment transactions will be using 
some form of peripheral device to read a smartphone.

The current state of mobile payment is the “biggest mess” because of the lack of 
standardization, says futurist Michael Rogers in an address to the National Association for 
Convenience Stores. But this is not a surprising situation, he notes, because the “American 
approach” allows companies to battle it out in the marketplace with the strongest 
surviving and establishing the technology standard. This technology battle also results in 
billions spent investing and adapting to what ends up being the losing technologies.

There is just too much money to be made from mobile payments, and Rogers predicts 
the near future will not be smooth for consumers or merchants as the market selects the 
winners.

Piro notes that cell phone payment technology has 
been used in some parts of the world for more than 10 
years but has not caught on here.

Europe has long had credit cards with embedded 
chips instead of magnetic stripes as a safe and secure 
technology. The U.S. credit card industry is just now 
moving in that direction after the massive security 
breaches at Target and Home Depot.

“We have spent a lot of time looking at all these 
payment systems,” Piro notes, but it will be the carwash 
operator and their customers who will make the 
decision. “The operator has to make the investment 
and work with their customers. It took a fairly long time 
for the operators and customers to embrace credit 
cards. This is a whole new element. This is a multi-step 
process.”

Two years ago, Unitec introduced its C-Start, which are 
cashless kiosks. “It has taken off tremendously well,” 
Piro says. “There are some operators moving to cashless 
for security reasons or their customers prefer it. The 
cost of not having to deal with cash is less.”

In the development of Unitec’s newer models, considerable thought went into ensuring 
that there was the physical space in the units to allow for upgrades to future payment 
systems that may or may not be on the horizon.

Unitec’s C-Start Kiosk
Photo courtesy of Unitec
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“It is not wise for us to bring out a new kiosk 
every year,” Piro explains. “We look at how do 
we develop our products so if the payment 
technology changes, we can adapt them to 
incorporate these new devices. We also do a lot 
of development in software –this is sometimes 
required to be in compliance with the changes in 
standards of the electronic payment industry. 
There is a big investment there.”

And it will be the carwash operator who will be 
paying Unitec and others for the new software 
upgrades and the installation of new readers into the kiosks. 

The average life span of a kiosk at an unattended carwash is a concern. “The life span was 
extended out greatly because of the recession and slow economy. That created a whole 
host of changes in people’s expectations for equipment and technology upgrades, ” Piro 
points out.

There has also been a greater turnover at convenience store operations as changes 
are driven by corporations implementing company-wide updates of their point-of-sale 
systems.

Changing payment technology is not the only technology driver in the industry. Carwash 
operators of all sizes and generations are demanding changes in technology, Piro notes. 
They want the tools to manage locations remotely. They want more information on 
operations and sales to improve their marketing. 

For today’s companies, the basics – robust, reliable and secure devices – remain a 
constant. “However, we – all vendors – need to take it to a whole new level and provide 
what they need to operate their business in today’s environment, ” Piro says. Evolving with 
the industry is crucial for everyone.

Spurred on by the changing economic climate, Piro says there is an ongoing evolution in 
the ownership profile of the carwash industry. There have been a great number of mergers 
and acquisitions over the past four to five years. “This has allowed some operators who 
have grown their businesses to sell and move on. It creates different dynamics in terms of 
the power forces. It has resulted with new capital investments putting people and players 
in different places.”

Multi-regional chains are becoming a force. “We are seeing investors come into a region 
buying up chains. They are often coming in with different expectations.” In an industry 
rife with second- and third-generation owners, these new investor-owners can create 
considerable disruption.

Piro, who has been the CEO since 2006 and with the company for 18 years, is committed 
to systematically building a stronger company. “We have really focused on innovation in 
every area of the company this past year. We are creating an innovative spirit exploring 
what we could do differently and better. One of the things we are known for is our 
customer service. It is our job to think like our customers. We cannot expect or demand 
that our customers think like us.” 

Unitec’s C-Start Kiosk Production
Photo courtesy of Unitec
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MORE  Carnauba...

   GREATER  Shine!

800-225-2231  •  www.LustraBear.com

LustraFoam® with Carnauba Wax is a supreme foaming polish  
and sealant that is fortified with NATURAL CARNAUBA WAX 
providing a deep, glossy shine with UV protection and an appealing 

orange-vanilla scent. Because of its unique formula, more carnauba 
wax is applied to the vehicle surface than competitor  

brands, creating a deeper shine and added protection.

Provide greater value to your customers by offering 
LustraFoam® with Carnauba Wax and keep them coming 
back again and again!

See for yourself, contact your Lustra®  
representative today 1-800-225-2231.

  100% Satisfaction Guaranteed

Marketing 
Available!

Driveway 
Antenna Sign

Scan the QR code to 
see LustraFoam® with 
Carnauba Wax being 
applied.
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NEVER STOPS
WORKING
FOR YOU

Smart. Smooth. Attractive. And always at work. 
The Hamilton HTK is an automated transaction kiosk designed and built to 

improve customer convenience and grow your business through 
technology, security, and legendary Hamilton durability.

CONVENIENCE
Cash

Credit Card
Coins

Barcode Reader
Tokens
RFID

Coupon Codes
Dual Bill Dispenser

À La Carte

INNOVATION
Custom Decals
Custom Display

Video
Special Event Times & Pricing

Customer Value Cards
Hamilton Tokenotes®

Hamilton Hosted Solutions 
(cloud-based, real time reporting)

SECURITY
High Security, 11 Gauge Door

Alarm
Standard Security Camera

Password Protection
Heavy Duty Locks

Separate Locked Cash Chamber
Email & Text Notifications

For information on our full range of high performance 
products, visit us at hamiltonmfg.com or call 888-723-4858

ALWAYS LEAD. NEVER FOLLOW.
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800.999.7235
www.NACHEMICAL.com

20% off
first

order!
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Complaints
at the

Carwash
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In November 2011, 
Naperville’s Brighton Car 

Wash installed a small 
wind turbine designed 

to produce 4kW.

The holiday shopping season is a veritable minefield of potential customer complaints. 
This is a time when tensions go hand in hand with happy expectations. People are in a 
rush, they’re looking for gift ideas (like carwash coupons?) and they need some extra TLC 
to help them on their way. The carwash industry experiences the moods of the season, just 
like everyone in the customer service sector. So now is the time to take the opportunity 
to spread some cheer and make an impact on your future and potential new clients. The 
following advice may just turn an unhappy customer into a happy customer for life.

For the customer service sector, the holiday season is crunch time. Customer expectations 
are never higher. They don’t just want to check every item off their lists; they expect their 
shopping experience to be fun, festive and full of good cheer. No pressure, right? 

The holiday shopping season does seem like a minefield of potential customer complaints. 
But the good news is that handled sensitively, complaints can be a catalyst for improving 
customer satisfaction and capturing new business.

Customer complaints are actually good for business. True! One complaining customer 
may actually represent many other customers who had the same problem but didn’t 
complain. (They just badmouthed your company to their friends—or to the entire 
Internet—and took their business elsewhere.) 

Of course, during this time of year, you’ll be interacting not only with your established 
customer base, but also with a new batch of individuals —and it’s a foregone conclusion 
that despite your best efforts, some of them will be dissatisfied. You have two choices. 
One, treat the complaining customer like he’s a pain in the neck. Or two, appreciate each 
complaining customer and use the complaint as an opportunity to improve.

’Tis the Season!
10 Tips for Effectively Handling  

Customer Complaints  
During the Holiday Rush

BY RON KAUFMAN
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Thank them for their complaint.

Give positive recognition by saying, right off the bat, “Thank you for reaching out, 
especially in the middle of your holiday shopping.” 

Show appreciation for the complaining customer’s time, effort, communication, feedback 
and suggestions. Always keep in mind that the customer didn’t have to come to you at all. 
He could have simply taken his business to your competitor. When a customer gives you 
the opportunity to recover their service, be grateful.

1

Don’t be defensive.

It’s easy to get defensive when an angry customer is on the other end of the line. 
Customers with complaints exaggerate situations, they get confused, and yes, they may 
even lie about how things went down. It’s tempting to just say, “No! That’s not what 
happened. You’re wrong!” But getting defensive will lead to only more problems.

When you get defensive, you raise the temperature even higher. Think about the last time 
you had a disagreement with your spouse. How did it make you feel when he or she told 
you that you were wrong about something or completely denied that a set of events 
happened the way you said they happened? Probably not very happy. When a customer 
complains, they’re doing so because they feel wronged in some way. You don’t have to 
agree with what they’re saying. But you do have to agree to hear them out. That’s how 
you keep the conversation moving in a positive direction.

2

By using a customer complaint to uplift your service, you not only transform that 
shopper’s experience from a negative one to a positive one, but you turn him or her into 
an evangelist for your organization. Furthermore, you gain valuable insight into what 
many other customers think about your organization, and most importantly, how you can 
improve your service

 Here’s how to handle customer complaints this holiday season:
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Acknowledge what’s important to them.

Service providers must find a complaining customer’s value dimension (or what’s 
important to them). Even if you think the customer’s complaint is unfair, there is 
something they value that your company didn’t deliver on. Embrace that value. 

What the customer wants is to feel right. When you agree with their value dimension, 
you’re telling them they are right to value this specific thing. For example, if a customer 
says your service was slow, then that customer values speed. You might say, “Absolutely, 
you deserve quick, efficient service.” Or if a customer says your staff was rude, you might 
say, “We do agree that you should be treated with courtesy and respect every time you 
come to our store.” 

When you validate what a customer values, you aren’t agreeing with them that your 
service is slow or that your staff is rude. You’re saying, “We agree with you on what you 
find important and what you value. And we want to deliver in those areas.”

3

Use judo, not boxing.

In boxing, you go right after your opponent, trying to punch him to the ground. In judo, 
you work with someone else’s motions to create a desired result. You use another person’s 
speed and energy to spin him around and then end up together on the same side. 

When you show a customer you understand what they value, you’re catching them off 
guard with your own movement. They don’t expect you to tell them that they’re right. 
Suddenly, just as you might do in judo, you’ve avoided a defensive confrontation and you 
can spin them. In judo, you’d spin them to the ground. In customer service, you use the 
opportunity to show the customer that you’re now both on the same side and you can 
work together. 

4

Explain the company’s desire to improve.

When you understand what the customer values, show them things your company does 
that helps you perform well in that area. You can explain why something happened the 
way it did.

Show you are sincere about your commitment to do well in the areas the customer values. 
At the very least, you can say, “I’m going to make sure everyone in the company hears 
your story. We don’t want this to happen again.” When you express the company’s desire 
to improve, you start on the path to rebuilding its credibility with the customer.

5
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ü Maximize your properties revenue potential with our 
site layout engineering team that creates over 13,000 
site-specific drawings each year for many of the most 
profitable car washes on the planet.

ü Eliminate  costly project delays with as many as 50 
pages of mechanical drawings, free of charge, with 
every equipment purchase backed by a company 
with Dun & Bradstreet’s highest rating since 1997.

ü Protect your investment with Sonny’s retrofit-able 
Foundation Frame architecture.  You’re able to mount 
additional components to increase wash throughput 
and retrofit new technologies as your site matures.

ü Grow your business with new training, technology, 
and equipment innovations engineered to adapt 
to your existing Sonny’s tunnel and ensure your 
competitive advantage for generations to come.

Sure, our equipment is reliable, easy to 
maintain, and affordable, but that’s only a 
small part of why Sonny’s is the bestselling 
conveyorized car wash equipment in the 
world.  When you choose Sonny’s, you’re 
getting a partner that has been washing 
cars since 1949 with the hands-on operating 
experience to guide you every step of the way.

www.SonnysDirect.com | 800-327-8723
We make car washing easy!

The Tunnel Experts TM

Thank You for Making SONNY’S the Largest Manufacturer of Conveyorized Car Wash Equipment In The World!

YOU 
CAN’T
FAKE
EXPERIENCE.

Sonny’s Car Wash Massachusetts, 1956

The thing about SONNY’S is that they’re not just car 
wash manufacturer’s; they’re car wash operators and 
owners, they’ve been in it for over 60 years. They 
manufacture equipment that they know works, 
they sell you equipment to be successful!

Jack Barrett
Owner  
Superwash Express Car Wash
Port Orange, FL

Testimonial

Call today to claim your free site evaluation. Whether you’d like to evaluate how a 
component upgrade could improve customer satisfaction, or run a complete proforma 
to retrofit your site to a different wash format, we’ll show you your potential, with 3D 
renderings you can take to the bank.

You be the judge!
FREE Site Evaluation

Designed Here. Built Here. Backed Here.™
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Educate your customer.

Part of hearing the customer out is answering any questions they ask about their specific 
situation. Provide additional, useful information. If they ask a question that you can’t 
answer or don’t know the answer to, tell them you’ll find out the answer and get back 
to them. And then actually follow through. Contact the customer with the answers they 
requested. And even if they might not have requested an update about their situation, get 
back in touch with them with one anyway. These are additional opportunities for you to 
say through your actions, “We care about you. We value your business.”

6

Contain the problem.

Let’s say a family is having a difficult experience and they are complaining in front of 
other customers. As a manager, you can take them to a quiet place and give them snacks 
and water and somewhere comfortable to sit while you talk. This not only keeps the 
problem away from other customers who are having a good experience, but also lets you 
control the situation in an appropriate manner. Not all employees are adept at problem 
solving and handling sticky situations. 

What if the issue isn’t a public disruption, but a problem you want to contain before it 
becomes a public relations disaster? You might instruct your service providers to say 
something like, “No matter what our rules or policies are, we see that your circumstance 
requires flexibility. We want to handle your special situation carefully. Let’s work together 
to figure out what’s best. But first, let me thank you for reaching out.” Remember, 
whatever the situation is, your first order of business is to keep the problem from growing. 
Only then can you work on defusing it.

7

Even if you can’t help, apologize.

Every service provider knows that the customer is not always right. And even when the 
customer has a point, it’s not always within a service provider’s power to completely 
rectify the situation. But the customer is always the customer, and you should apologize 
for the inconvenience they believe they’ve experienced. 

You can always say, “I understand why you’re frustrated, and I apologize.” This response 
shows understanding and empathy for the customer’s discomfort, displeasure or 
inconvenience. You might even give your customer service providers leeway to offer 
freebies or discounts to further defuse situations like these—more on that next.

8
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Recover.

Show the customer you care about them, even if you feel the company did everything 
right, by making them an offer. Companies worry that they’ll get taken advantage of if 
they give vouchers, discounts or freebies as part of their service recovery, but the reality is 
that almost never happens.

Offer the customer something and then explain that you’re doing so “as a gesture of 
goodwill” or “as a token of our appreciation.” Remember, a successfully recovered 
customer can become your most loyal advocate and ally.

9 

Give serial complainers an out.

Some people just love to complain. These kinds of customers complain, not so that they 
can become satisfied, but because they are never satisfied. With serial complainers, you 
must limit your liability and isolate them from your brand. 

The holidays tend to bring out the absolute worst in never-satisfied serial complainers. 

To handle them, keep your wits about you. Don’t let their lack of manners bring your 
manners down. Don’t let their bad mood infect yours. And in advance, work out with 
your colleagues when and how to support each other when a serial complainer shows up. 
Being served by you in tandem with a colleague or two will cause many serial complainers 
to back down or at least calm down. Finally, just before the complainer departs, let them 
know you are genuine about welcoming them back and wanting them to be happy. Most 
people—including serial complainers—will reflect on their behavior later in the day and 
feel awkward or even ashamed. You want their final memory of you to be powerful and 
positive.

10 

Your customers are not your enemy. It’s sometimes hard to remember that when you’re 
involved in a tense complaint situation. But they’re essential to your business and you 
really are both on the same side. Your customer wants the product or service you provide, 
and you want to give it to them. When you treat complaints as opportunities to build 
loyalty, you can create customers for life and uplift your entire company in the process. 
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About the 
Author:

Ron Kaufman is the author  
of “Uplifting Service:  

The Proven Path to Delighting 
Your Customers, Colleagues,  
and Everyone Else You Meet” 
as well as 14 other books on 

service, business and inspiration. 
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The Moldovans 
Father, Daughter 
Clean Cars, 
Concoct Cleaning Compounds

32 WashTrends / December 2014



Joseph Moldovan’s circle of life revolves around carwash chemistry... and family chemistry.

Moldovan, a Romanian-trained chemist, is a tinkerer, never satisfied with the status 
quo and always attempting to build a better mousetrap – or in his case, better carwash 
detergents. The founder of Ohio-based Qual Chem, Moldovan is now joined in the 
chemical business by his daughter, Claudia Moldovan Crea, also trained in chemistry – plus 
finance. The family also operates Quality Scrub, a small chain of carwashes.

“I got into this business by accident,” Moldovan explains, when he took a job in North 
Canton, Ohio, with SS Car Care in 1983 to reduce his commute so he could spend more 
time with his young family. He had been driving daily into Cleveland to blend oils.

“It has been a blast. It has been fun and a pleasure. I realize the importance of the 
chemist’s job in this business. I feel very fortunate to have had this opportunity. This 
country offers everything for a chemist if you challenge yourself.”

“Life, like chemistry, 

BY TOM SMITH

is trial and error.”
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While her father was trained as a chemist in Romania, Crea’s goal in college was to be a 
doctor. She majored in pre-med and chemistry. As graduation neared, she realized she did 
not want to spend another 10 years in school. “I got my finance degree and I came home 
to help run the carwash business.

“Within a couple years, we started Qual Chem. It was his brainchild, and I did the 
administrative stuff at first. Being part of a startup from its original idea phase and 
working alongside my dad to bring Qual Chem to where it is today has been a priceless 
learning experience,” she observes.

While Moldovan purchased Quality Scrub in 1997, he started Qual Chem in 2004 as an 
offshoot of his tinkering. And, he was the only employee for its first five years.

Moldovan explains that he taught his daughter carwash 
chemistry. “When you are in school, you don’t learn 
about detergents. You can’t read a book. It is just 
trial and error. This is a very specific application of 
chemistry.”

“Having the opportunity to work with my dad and have 
him as my mentor has been beyond any experience I 
could have imagined,” says Crea. 

“For a chemist, this is the ideal job because it is so 
unique and challenging. With this chemistry we have 
to find a way to clean an object with seven or eight 
different surfaces, and theoretically each surface is 
cleaned with a different combination. And then, you 

always have the environment working against you – it is too hot, too cold, different soils, 
different equipment and everything needs to be cleaned fast – at 220 cars per hour. 
There is far less time for the chemicals to react. If I put out a car that is dirty, I will lose my 
business.”

Frustration and dissatisfaction led to the birth of Qual Chem. “With the line of products 
that were available, we were not completely happy with the results,” notes Crea. 
“So having the background and experience in formulations my dad decided to start 
formulating some products and making chemicals for just our washes. My dad’s friends 
who owned washes or chains of washes expressed interest in purchasing his products for 
their own locations. It just went from there.”

Father and daughter did spend time in the lab together developing their products. Now 
that the firm has a third chemist, Claudia spends more of her time managing the business 
while Joseph spends most of his time trying develop international markets for their 
products.
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“Working with your child is a challenge,” he notes. “Your relationship cannot just be 
employer-employee. It goes beyond that. It is a real pleasure as long as your child comes 
to work to solve problems and not to get a paycheck.

“We have had our disagreements every once in awhile, but you cannot take your 
disagreements home with you.

“She has opened my eyes to marketing. She is in charge of accounting. I was able to give 
her the opportunity to start all the accounting by herself. This makes me very proud as a 
father. But from a professional standpoint, our CPA is very pleased with the work she is 
doing.”

“So far, Claudia has done very, very well,” notes the proud father.

“Over the past 14 yrs that I have worked for my father, both our personal and working 
relationships have evolved and I believe have gotten stronger,” notes Crea. “I would 
also like to think that with as much as I have learned from him over the past years that 
there may have been a few things that he has learned from me as well. I appreciate his 
willingness to take a leap of faith and allow me to come into the family business. I am 
forever grateful for the opportunity and the time we spend together.”

Since starting Qual Chem 10 years ago, the business has grown “substantially” each year. 
On the other hand, Moldovan has scaled back Quality Scrub to its current three locations.

“We decided to keep just a handful of our larger carwash locations so that we could use 
them to test products,” she adds.

One Quality Scrub location has been adapted so its line can clean the righthand side of a 
car with one detergent and the lefthand side with another. The pair uses this 50-50 setup 
to test the effectiveness of new chemical blends against their current products. Qual 
Chem had been testing its new nanotechnology line at its Quality Scrub locations before 
field testing with its national distribution network.

“I would not have come back to making chemistry if I did not believe that this system is 
better than what we had. I had plenty to do. I did not need to get involved in carwash 
chemistry again. I did not start Qual Chem because I wanted to be a $50 million company. 
I believed the new technology would really help the industry.” 

35WashTrends / December 2014



john bildahl
410.991.3580

jbildahl@aol.com
bildahlphotography.com

facebook: john bildahl
CARS • CARWASH PROFILES •  PORTRAITS • EVENTS

John Bildahl Photography
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BY PAT TROY, PUBLISHER OF WASHTRENDS

A Weekly Blog Posting  
from WashTrends  

and the Industry Leaders From  
the WashTrends.com website

Carwash Words is a weekly blog, with a new post each weekend. Posts 
are written by an array of carwash industry folks on carwash related topics 
of their own choosing. It is my observation that innovation in the carwash 
industry springs from individual hard work and flashes of genius, coupled 
with a healthy competitive environment. 

The trends don’t trickle down from a few people at the top. On the 
contrary, they seem to percolate up from the bottom. In my opinion, that is 
why a magazine like WashTrends is important to the industry. Somebody 
needs to keep an eye on what is driving change and report it throughout 
the industry. 

BLOG
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Arimitsu 313
Upgrade From All Brands

•	 Self	Serve	and	Single	Gun	Prep
•	 PN-61000	Left	(as	pictured)
•	 PN-61001	Right

Self Serve

313

516

Dual Gun Prep

508

Why to ask for Arimitsu Pumps:

Since	1923,	Arimitsu	Pumps	has	been	providing	these	customer	recognized	benefits.	
Proven	high	efficiency	and	reliability,	deliver	lower	costs	of	ownership.	
Learn	why	more	now	specify	Arimitsu	Pumps	on	their	new	or	existing	equipment,	and	are	
migrating	away	from	old	and	costly	habits.	

arimitsupumps.com  l  763.205.8341  l  greg@arimitsupumps.com

Upgrade Now

Enjoy the benefits	 of	 a	 quieter	 and	 more	
efficient	pump.	UPGRADE	to	Arimitsu	Pumps	
on	your	equipment.

Quiet & Simple

Etowah Valley 
Equipment

Coleman 
Hanna 
Carwash 
Systems Sonnys Carwash 

Factory

National 
Pride 
Equipment

•	 View “Resources” at arimitsupumps.com for helpful tips!
•	 Request Arimitsu Pumps when refurbishing old or building new!
•	 Special pricing when mentioning this ad!
•	 Call us today: 763-205-8341!

Arimitsu 516
Upgrade From All Brands

•	 Self	Serve	and	Single	Gun	Prep
•	 PN-61002	Left	(as	pictured)
•	 PN-61003	Right

Arimitsu 508
Upgrade From All Brands

•	 Dual	Gun	Prep
•	 PN-61004	Left	(as	pictured)
•	 PN-61005	Right

QUIET

SIMPLE

QUALITY

PROVEN
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AMERICAN GARAGE DOOR SUPPLY, INC.
1225 Industrial Park Dr SE
Bemidji MN 56601
kevin@americandoorsupply.com
http://www.carwashdoors.com

American Garage Door Supply Inc. designs and 
manufactures door, operator and radiant heater 
products specifically for carwashes. Manufactured 
products include the Survivor Polycarbonate Carwash 
Doors, Supralift and NuMax Air-Powered Operators, 
Stainless Steel Track & Hardware, Magnum SP 
Rollers, Daystar Stainless Steel Infrared Heaters, and 
products designed for maximum performance in tough 
conditions. Complete line of universal and brand name 
replacement products for renovation or repair.

ARIMITSU PUMPS
700 McKinley St., NW
Anoka, MN 55303
763.205.8341 (phone)
763.433.0404 (fax)
greg@arimitsupumps.com
www.arimitsupumps.com
Product List: Arimitsu Pumps

Since 1923, Arimitsu Pumps has been providing 
these customer recognized benefits: Quiet.Simple.
Quality. Proven high efficiency and reliability, Arimitsu 
delivers lower cost of ownership. Learn why more 
owners and operators now specify Arimitsu Pumps 
on their new or existing equipment while migrating 
away from old and costly habits.

BLENDCO SYSTEMS, LLC
1 Pearl Buck Court
Bristol, PA 19007
215.781.3600 (phone)
215.781.3601 (fax)
kswope@blendco.com
http://www.blendco.com
Product List: SuperSat Custom Detergent Systems, 
Red Rhino Waxes and Dressings, Two Clean, 
Durashield Total Car Protectant, Tunnel Vision, Total 
Tunnel, Diamond Magic Tire Shine, NEW Cool Dry, 
NEW SuperSat 700 Plus

Blendco Systems, LLC manufactures and supplies 
a full line of transportation cleaning products, 
including formulated powders, liquids, SuperSat 
Custom Detergent Systems and Red Rhino waxes 
and dressings. Blendco has been providing the 
transportation cleaning industry with innovative 
detergent solutions for more than 30 years. At 
Blendco, we\’re dedicated to providing you with the 
very best in car wash products to take you where 
you want to go- putting out cleaner cars faster and 
easier and improving your bottom line.

CARWASH SOLUTIONS
23 East First Street, SE
Leesburg, VA 20175
571.220.6997 (phone)
703.777.7994 (fax)
tighegillis@carwashsolutions.net
www.carwashsolutions.net
Product List: Belanger equipment-Belanger 
manufactures the following well known brands: 
Vector™, Freestyler™, Enduro Class 60™, Pro Class 
100™, insta-Kleen™, Duratrans™, DuraShiner™ and 
QuickFire™

Carwash Solutions is a service-driven company with 
customers in Virginia, Maryland, Washington DC, North 
Carolina, South Carolina parts of West Virginia and 
Pennsylvania. Our customers are car wash retailers, gas 
station operators and auto dealers. Carwash Solutions 
proudly sells Belanger equipment. In addition to our 
products, we also offer the following value-added 
services to include: site evaluation, site design, financial 
consultation, engineering support, project management, 
installation expertise, sales training, service training, and 
marketing support. We look forward to earning your 
business!

CLEAN EDGE CO.
3121 Wilmarco Drive
Baltimore, MD 21223
443.524.0864 (phone)
1-800.982.2436 (toll-free)
info@cleanedgeco.com
www.cleanedgeco.com
Products List: “CleanGreen” earth friendly 
products,”Clean-Concentrate” super concentrates, 
Refillable containers- eliminates drum disposal and cost 
of 55 gallon drums, “Safe-Acid” wheel cleaners (non hF 
formula)

Clean Edge is a custom blender of car wash chemicals. 
We will design products to meet your specific chemical 
needs. We Service Belanger and many other major 
brands of equipment. Our service department is open 7 
days a week.

DIAMONDSHINE
1340 East 289th Street
Wickliffe, OH 44092
440.585.1100 (phone)
440.585.1195 (fax)
customerservice@diamondshine.com
www.diamondshine.com
Product List: Green&Clean, WeatherGuard, Black 
Diamond, Vividplus, Sensations, Assault, GrimeBuster, 
Cleantech, Foamtech, Fast Break X55, Bead Up, 
Premium, Wheel Guard, Blitz, Infusions

Diamond Shine Inc., headquartered in Wickliffe, Ohio, 
is a family-owned business manufacturing quality 
chemical solutions for more than six decades. Products 
are manufactured and distributed globally from its 
106,000 sq.ft. facility, allowing for sustained growth 
now and into the future. Diamond Shine has built its 
reputation on long-term relationships and customer 
satisfaction and prides itself on providing cutting-edge 
chemistry and cost-efficient solutions. Diamond Shine 
offers premier service and marketing support through a 
team of distributors and representatives committed to 
helping operators achieve product performance, cost 
effectiveness, and profitability.

DRB SYSTEMS, INC.
3245 Pickle Road
Akron, OH 44312
800.336.6338 (phone)
330.645.2299 (fax)
info@drbsystems.com
www.drbsystems.com
Product List: POS Systems, Self Pay Terminals, Tunnel 
Controller, RFID

Computer solutions for the car wash and quick lube 
industry. Our point-of-sale cash register system tracks 
your sales and labor as well as connects to your tunnel 
controller. We provide strong marketing solutions like 
loyalty promotion, customer tracking, ticket book control 
and prepaid cards. Our popular products include 
SiteWatch®, TunnelWatch®, Portable Touch Terminal, 
Xpress Pay Terminal®, FastPass®, and the Automatic 
Recharge Module®.

DULTMEIER SALES
13808 Industrial Rd.
Omaha, NE 68137
800.228.9666, 800.553.6975 (phone)
402.333.5546, 563.386.5448 (fax)
dultmeier@dultmeier.com
www.dultmeier.com

Dultmeier Sales has been supplying and manufacturing 
equipment and supplies for the carwash industry 
since 1982. Bill and coin meters, triple foam systems, 
pumping stations, foam brush, spot-free rinse systems 
and pressure washers are just a few of our product 
offerings. Dultmeier also represents over 460 product 
lines and manufacturers. With two warehouses and over 
a million items in stock, we can easily meet your supply, 
parts and equipment needs. Give us a try!!

EXTRUTECH PLASTICS, INC.
5902 West Custer Street
Manitowoc, WI 54220
888.818.0118 (phone)
920.684.4344 (fax)
info@epiplastics.com
www.epiplastics.com
Product List: P2400 Wall Panel, P1300 Ceiling Panel, 
Colored Panels, Corrosion-proof PVC Doors

Extrutech Wall and Ceiling Panels create a bright, 
clean, inviting experience for your customers. For use 
in self-serves, automatics, tunnels and perfect for new 
or refurbished construction. Panels are available in 12″ 
and 24″ widths, and cut to the inch from lengths 4 to 20 
feet. Install quickly with no exposed fasteners, providing 
a smooth easy to clean surface. Come with a ten year 
warranty and Class A smoke and flame rating.
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Car Wash Cameras.com

Patent # - 7,764,194

866-301-CCTV
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ICS (INNOVATIVE CONTROL SYSTEMS)
1349 Jacobsburg Road
Wind Gap, PA 18091
610.881.8000 (phone)
icscarwashsystems.com
Product List: WashConnect®, Tunnel Master® wbc, 
Tunnel Master®, Jr., Auto Sentry® flex, Auto Sentry® 
Petro, Auto Passport™

Innovative Control Systems is the leading provider of 
innovative business solutions for the carwash industry. 
Our mission is to help our operators achieve success 
through advanced control products and management 
solutions. We maintain an extensive distribution network 
throughout North America and Australia.

LUSTRA PROFESSIONAL CAR CARE PRODUCTS
1997 American Blvd.
De Pere, WI 54115
800.225.2231 (phone)
920.337.9410 (fax)
cwsales@lustrabear.com
lustrabear.com
Product List: Presoaks, bases, boosts, Sealants, 
Conditioners, Drying Agents, Accessories

Lustra™ offers high-quality, innovative car care 
products, exceptional service and creative marketing. 
Ultraflex is Lustra’s™ advanced system of ultra-
concentrated, environmentally-friendly car wash 
products, packaging and equipment. This allows you 
to create an extraordinary Car Wash Experience for 
your customers, while controlling operating costs, 
and improving safety and handling. Lustra’s™ global 
network of distributors provides local support when 
you need it. Let Lustra™ make your car cleaning and 
product offerings the best in your market.

MANNI’S WASH SYSTEMS
1131 Greensburg Rd.
Lower Burrell, PA 15068
800.552.4492 (phone)
724.337.8554 (fax)
Frank@manniwashsystems.com
www.manniwashsystems.com
Product List: In-bay automatics, complete self-serve, 
floor heat, change machines, parts and supplies

Manni’s Wash Systems has been in business for 34 
years! Buy direct and save today.

PDQ MANUFACTURING, INC.
1698 Scheuring Road
De Pere, WI 54115
920.983.8333 (phone)
920.983.8328 (fax)
sales@pdqinc.com
www.pdqinc.com
Product List: PDQ’s products include LaserWash® and 
Tandem® RiteTouch in-bay wash systems, WashTools 
tunnel wash systems, MaxAir dryers, Access® 
Customer Management Systems, Wash Access Loyalty 
Systems (WALS), and Site- Management Systems 
(SMS).

LaserWash® Touch Free In-Bay Vehicle Wash System 
— PDQ Manufacturing, a Dover Company, is a leading 
designer and producer of vehicle wash systems. 
LaserWash® and Tandem® brands of in-bay systems 
and WashTools conveyor tunnel products are cleaning 
vehicles in thousands of facilities around the globe. 
PDQ also provides wash marketing, customer loyalty 
and wash payment products under the ACCESS® 
brand name. Since 1984, PDQ Manufacturing has 
represented Performance, Dependability and Quality 
with outstanding products, and support that contribute 
to our customers’ profitability.

UNITEC
7125 Troy Hill Drive
Elkridge, MD 21075
443.561.1200 (phone)
410.579.6827 (fax)
marketing@startwithunitec.com
www.StartWithUnitec.com
Product List: C-Start, Sentinel, Portal, Wash Select II, 
WashPay and EZ Trak

Unitec develops, manufactures and services automatic 
payment stations for unattended car washes. Our 
technology enables car washes to run 24/7, helping 
owners increase revenue and improve their marketing at 
the same time. From swipe-and-go credit card kiosks 
to internet-enabled touch screens integrated with fuel 
pumps, Unitec machines work in any environment, with 
any type of car wash control system. We design custom 
solutions, as well.

WARSAW CHEMICAL CO., INC.
P.O. Box 858
Warsaw, IN 46581
800.548.3396 (phone)
574.267.3884 (fax)
www.warsaw-chem.com
Product List: Car Choice®, MicroDrum®, Green Line 
Solutions™

Warsaw Chemical Co., Inc. offers over two hundred 
Car Choice® Brand car wash and Maintenance 
products internationally and throughout the United 
States. The Car Choice® line includes products for 
self-service, automatic, and conveyor carwashes, 
including pre-soaks, detergents, foam brush shampoos, 
clear coat conditioners, the MicroDrum® ultra-
concentrate packaging line and Green Line Solutions™ 
environmentally friendly products. 
For more information contact Warsaw Chemical 
Co., Inc., P.O. Box 858, Warsaw, IN 46581. Phone: 
800.548.3396, Fax: 574.267.3884. Website: www.
warsaw-chem.com.

WASHTECH
P.O. Box 573
Earlysville, VA 22936
800.448.4735 (phone)
434.978.4328 (fax)
washtech@laser-washtech.com
http://laser-washtech.com
Facebook: facebook.com/Washtech
LinkedIn: Click to view
Product List: PDQ, LaserWash, MacNeil, Carolina Pride, 
Lustra, Ginsan , Unitec, Ultraflex

Washtech sells, services and supplies car wash 
equipment to all segments of the Car Wash Industry. We 
operate the largest service department in the industry 
with same and next day service throughout VA, MD, NJ, 
DE, PA,and WV.

Buyers GuideBuyers Guide

HYDRO-SPRAY WASH SYSTEMS INC.
511 Spruce Street, Suite 1
Clearfield, PA 16830
Contact: Cliff Reed/ Thom Miller
814.765.9097 (phone)
800.528.5733 (toll free)
814.765.9107 (fax)
info@hydrospray.com
http://www.hydrospray.com

Hydro-Spray is a full-service car wash and pressure 
wash equipment provider based in Clearfield, PA. Our 
company offers more than the equipment and supplies 
our customers need; we provide the service and 
support to make it all work. Hydro-Spray manufactures 
superior Touchfree Automatics, durable Self Serve 
equipment and Ancillary Equipment. Our Rainmaker 
Touchfree Automatic integrates the latest technology for 
the best possible touchfree wash performance. Our Elite 
and Elite Pro Self Serve System equipment is designed 
to offer years of trouble free operation. For replacement 
parts or new wash systems, Hydro-Spray meets your 
needs.
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The Mid-Atlantic Carwash Association (MCA) announces the success of Wash to Save the 
Bay 2014, its second annual fundraising event for the Chesapeake Bay Foundation. In an 
effort to educate the public on the effects of home carwashing, the MCA partnered with 
CBF in 2013 for a special fundraising event. Each year on a Saturday in June, participating 
wash locations pledge to give a certain donation for each wash sold that day.

In its first year, Wash to Save the Bay raised $7,000. This year, MCA presented CBF with 
a check for $10,000 during their November member meeting. CBF representatives, Brian 
Wessner, a volunteer and Bart Jaeger, director of development and boat captain, talked 
about the progress that has been made to clean up the Bay and how much more there is to 
do, and he thanked MCA members.

WASH TO SAVE THE BAY  
AND MID-ATLANTIC CARWASH ASSOCIATION (MCA)

SONNY’S The CarWash Factory has announced a new partnership that has been forged 
with China, A & T Car Wash Systems, which is the newest SONNY’S Select Service 
Organization (SSO) member. Shihou Li, A&T Car Wash Systems owner and chairman of 
the board, toured SONNY’S executive offices and factory recently, commemorating this 
business relationship. Greeted by SONNY’S The CarWash Factory’s CEO Paul Fazio, Li 
was introduced to the corporate office staff and had a chance to get acquainted with the 
SONNY’S way of doing business.

As Bloomberg.com reports, in 2013 China’s vehicle population reached an all-time high 
of approximately 240 million cars, hence the need to build additional state-of-the-art 
carwashes there.

“The carwash operators we sell to demand equipment that delivers clean, dry, shiny cars 
every time so that they can keep their focus on attracting and retaining customers, not 
repairing equipment. We chose SONNY’S because they make equipment that’s dependable, 
durable, reliable, and simply put, built for the long term,” says Li.

SONNY’S KNOWS NO BOUNDARIES

Buyers GuideBuyers Guide
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Car Franchise DetailXPerts is a local carwash franchise company that is committed to the 
expansion of its twin advocacies: environmental protection and top-notch automobile care. 
The company’s popularity and growth continue to increase because of its ability to provide 
effective, sustainable, long-term solutions to the global problem of water shortage.

In 2002, DetailXPerts was the first to introduce an eco-friendly car cleaning solution in the 
United States, including a steam carwash, steam cleaning and mobile detailing. While a 
traditional conveyor carwash uses 40 gallons of water per car, which can use hundreds of 
gallons of water per cycle, the DetailXPerts system can wash 300 cars using those same 40 
gallons.

“Our [system of] water usage boils down to 1 pint per vehicle and thus helps save the 
natural water resource which is so precious and scarce,” says Angela Williams, president of 
the DetailXPerts Car Franchise.

LOCAL CAR FRANCHISE COMPANY MAKES  
LOCAL AND GLOBAL STRIDES IN WATER CONSERVATION

Honoring Puget Sound area veterans, including the “Greatest Generation” of World War II 
veterans, Brown Bear Car Wash donated $10,630 to support “Honor Flights” and provided 
2,386 free carwashes for veterans and current members of the military on Veteran’s Day, 
November 11, 2014.

Brown Bear Car Wash has donated $10,630 to Puget Sound Honor Flight with the Seattle-
based carwash chain, donating $1 for every paid tunnel wash on Veteran’s Day. Puget Sound 
Honor Flight provides free “Honor Flights” for veterans visiting Washington D.C. memorials 
built in their honor. Priority is given to senior veterans, including World War II survivors, and 
veterans who may be terminally ill.

Brown Bear has extended the invitation of free carwashes to veterans and current service 
military for a number of years at the company’s tunnel washes throughout the Puget Sound 
area.

“We are pleased to provide a ‘thank you’ for the service of veterans and those who 
currently serve our country. And we are proud to support the efforts of Puget Sound Honor 
Flight, which provides our heroes with a final journey to reflect on their experiences and 
sacrifices,” said Brown Bear Car Wash president Vic Odermat, who founded Brown Bear in 
1957 and is a proud U.S. Marines veteran.

Puget Sound Honor Flight is supported solely through individual donations and corporate 
support, and no federal funds are allocated to this program. The Puget Sound organization 
and other Honor Flight hubs throughout the U.S. have provided over 100,000 free “Honor 
Flights” for aging and terminally ill veterans.

BROWN BEAR CAR WASH SUPPORTS  
“HONOR FLIGHTS” FOR AGING AND  
TERMINALLY ILL VETERANS WITH $10,630 DONATION
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RICH’S CAR WASH, A MOBILE, ALABAMA BASED COMPANY, 
ANNOUNCES GRAND OPENING FOR RICH’S WASH DAT CAR 
WASH, A NEW ORLEANS LARGEST MEGA-TUNNEL CARWASH

Rich’s Car Wash, a Mobile, Alabama based carwash, announces the grand opening of its 
New Orleans location. The Wash Dat Nation unlimited wash club is offered for a limited low 
monthly fee.

Rich’s Wash Dat is a new locally owned business set to open Wednesday, November 19. 
Rich’s features the largest conveyor-run express carwash in the New Orleans area and has 
28 shaded vacuum lanes for customer use. The main wash feature is NOLA’s first “Buff n 
Dry” polishing system. Pure Simoniz Carnauba wax is applied during the wash process and 
is “buffed” by spinning polishing brushes. 

Wash packages include individual washes as well as the “Wash Dat Nation,” an unlimited 
wash club. Included with any wash is free use of the covered vacuum lanes and bug 
prep stations to allow customers to scrub off excess road grime and bug residue prior to 
entering the wash tunnel.

Rich’s Wash Dat is a community minded business and will be donating 20 percent of all 
holiday gift card sales to local New Orleans charities to show appreciation for their efforts.

PDQ Manufacturing Inc. announces the availability of the Access AMTT N Series Entry 
Station Retrofit Kit, which has been designed to be a direct replacement for the Ryko AMTT 
Entry Station system.

The Access AMTT N Series Retrofit Kit is a full upgrade of the Ryko AMTT entry unit and 
comes with a full factory warranty. The retrofit kit uses the existing stainless-steel AMTT 
cabinet, cable runs, electrical and power connections and replaces the Ryko door panel and 
internal components with the bolt-on Access N Series installation assembly. The new door 
bolts directly to the existing hinge mount and comes preloaded with full-color graphics 
display, keypad, printer, communication board and card reader. A new electronics panel 
and speaker are also included, which bolt to the inside of the existing cabinet and post for 
simple, easy installation.

Upgrading to the Access AMTT N Series provides wash operators with the same features 
and functionality as PDQ’s standard Access N Series entry units, including remote 
programming, day/time-based discounting, buy-ups, discount codes, fleet accounts, 
support of up to 16 wash packages through Extra Services, ad screens and pay-at-the-
pump integration. The Access AMTT N Series upgrade also fully integrates with the WALS 
loyalty system, POS devices, and Cortex. Cortex will allow the operator to centralize the 
system’s data network and allow real-time reporting of all wash sales, activity and alert 
information.

PDQ AND ACCESS®  
AMTT N SERIES ENTRY STATION RETROFIT KIT

49WashTrends / December 2014



One of SONNY’S latest innovations, the new Soft-Drop Conveyor Exit, offers a quieter 
exit end trap door which is durable, requires less maintenance, and provides a smoother 
transition of the car as it leaves the conveyor. Combined with the Soft-Drop, SONNY’S 
has also introduced the new True-Track 4:2 Wheel Roller, which answers the demand for a 
direct-connect, self-aligning mid profile roller that improves vehicle tracking while reducing 
wear on chains and sprockets. Owners of existing conveyors can easily update to the latest 
technology simply by replacing only the 5-foot drive section framework of their conveyor.

SONNY’S NOW OFFERS SMOOTH LANDINGS WHILE 
KEEPING YOU ON TRACK

NASHVILLE BASED CAMEL EXPRESS CAR WASH REVEALS ITS 
FIRST SITE LOCATION FOR MIDDLE TENNESSEE AND BEGINS 
ACQUISITION OF LAND FOR SECOND LOCATION IN JANUARY.

Camel Express Car Wash has identified the initial site location and will begin the 
construction process before the end of the year. The first site will be focused on the East 
Nashville market while also servicing the high volumes of traffic surrounding Opry Mills 
Shopping Center.

The location selection process for the Camel Express Car Wash is based on strategy and 
competitive landscape. The future home for the initial site is 2425 Music Valley Drive. The 
Camel Express Car Wash is planning to be the longest tunnel carwash in Nashville. With a 
130-foot express tunnel, it will offer the latest carwash technology throughout the tunnel to 
provide customers with the cleanest car possible in the shortest amount of time. There will 
also be an area for free unlimited vacuum use at one of 20 vacuum/inspection stations. The 
company is also constructing a state-of-the-art tunnel light show using elements such as 
lasers and LED strobe lights to ensure customers are entertained while they are on site.

This particular carwash will employ the latest in customer-focused technology. Beginning 
with a Camel Express mobile app that will accept payment using the new ApplePay 
payment system as well as PayPal’s new iBeacon payment technology, which senses when 
the customer pulls onto the premises and initiates payment via smartphone without the 
driver even having to roll the window down. 

Locations two, three and four have already been identified, and Camel Express will be 
announcing the future expansion plans in the coming months.
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Airlift Doors has promoted Sabrina Shrack to the position of sales account manager. Shrack 
has been an employee since 2008. She was previously new sales account manager.

In her new role, Shrack will manage new and existing accounts, establish customer relations 
and support the rest of the sales team, noted the release. Shrack has six years of experience 
in overhead door sales and management.

AIRLIFT DOORS PROMOTES SALES MANAGER

Quick Quack Car Wash gave away free carwashes for 10 days in November to celebrate 
opening the doors on a new exterior-only express carwash in the Sacramento area. The free 
carwash days begin on November 4 and end on November 13 and are only available at the 
new location.

The new location is the ninth Quick Quack Car Wash in the Greater Sacramento area and 
the 19 carwash operated by Quick Quack, with additional locations in Texas and Colorado. 
Quick Quack Car Wash has been chosen as the “Best of Sacramento” for three straight 
years in Sacramento Magazine’s annual selection of the area’s favorite places. In 2010 Quick 
Quack was named one of the fastest growing companies in Sacramento (#2) and the nation 
(#611), as well as being recognized as one of the top 50 carwashes in the country.

“This new location and the two more set to open in 2015 help us to better realize our goal 
to provide fast and clean carwashes to every part of Sacramento,” said Jason Johnson, 
president of Quick Quack Car Wash. “We are especially excited to provide a water-saving 
and environmentally friendly alternative to driveway washing to even more members of our 
community.”

QUICK QUACK CAR WASH  
CELEBRATES NEW CARWASH
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classifieds

Well-established Car Wash Distributor is growing and needs a full-time, dedicated 
Service Manager based Florida.

We are looking for someone with strong communication skills, mechanical ability 
and experience with electrical, plumbing, pneumatics and hydraulics.

This person must have five+ years of hands-on car wash installation, management, 
maintenance or operational experience and is expected to maintain our current 
customer base, as well as developing new business.

We offer an attractive benefits package, including health insurance, paid vacation 
and holidays.

If you are detail-oriented and enjoy a fast-paced work environment, email your 
resume, including salary requirements to ServiceManagerFL@aol.com.

Career Opportunities

Looking to sell a piece of equipment or an entire car wash 
location? Want to hire someone perfect to run your business? 

Place an ad in our new classified section to maximize your 
exposure and reach just the right audience!

Contact Tricia Miller at sales@washtrends.com  
or call 410-647-8402.
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WashTrends Magazine is a publication geared toward carwash 
professionals. It focuses on trends, innovations and impacts in the 
carwash industry. It is an educational benefit to carwash operators, 
employees and suppliers.

WashTrends markets visibility with social media, and creative thinking.

WashTrends is all digital with more OPTIONS than ever before!!!

If you would like an EXCLUSIVE TOUR of WashTrends magazine in the 
digital format contact us today at Info@WashTrends.com
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Yes, there is an App for us! 

Download Now at the Your App Store

Our new 
WashTrends 

apps puts the 
trends at your 

fingertips. 

See our trends, 
tips, and 

resources all 
available on 

Android, iPhone 
and iPad.
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