Advice to Start a Service and Maintenance
program
Jesse Martinson, the co-founder of SureCoat Systems knows what it takes to create a successful service and
maintenance program. He is also the owner of JemStar Construction that has one of the leading service and
maintenance programs in Orange County, CA. But JemStar’s service division was actually formed after he made the
commitment to find the right product for his customers’ rooftops.
After great frustration with products not performing and manufacturers’ not standing behind their products, he
co-founded SureCoat Systems. He wanted to be sure that he had a product that would work for his company and
most importantly for his customers. He was committed to providing a proof of concept through his own
construction company first and it worked. The results now show in the sustainability and longevity of SureCoat
roof systems that have been installed across the United States.
Martinson is adamant about the importance of professionalism and quality work. “JemStar has had the same license
number for over 30 years and in California that is very impressive,” states Martinson. “We have billed millions in
jobs since the beginning without a bad mark of any kind on our record. The difference between a good and bad
contractor is how we take care of problems.”
“By creating a strong service and maintenance program, you can stay in front of problems yearly while building very
strong relationships,” he continued. “Everyone will have problems but it is how you take care of it that matters.
That is the driving force behind creating SureCoat. We had to have roofing materials that were as committed to
performance as our company.”
RoofersCoffeeShop.com is excited to share Jesse’s advice on starting or growing a service program in commercial
roofing.
1. Use products that the manufacturer will stand behind.
There will be problems. It is critical to build a team, including your manufacturers, who will take care of
problems that may arise. The product is important because you want very few, if any, call backs and never
due to product issues. It is all about taking care of your customers and a big part of that is the quality of
your product and follow-through.
2. Use existing client base and offer a yearly or semi-yearly roof inspection.
By explaining what needs to be checked yearly and then performing highly professional inspections, your
one time re-roof customers become your ongoing yearly customers.
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3. Create a report that offers documentation and pictures along with
recommendations.
Take the time to create professional forms, photo reporting and overall documentation that facility
managers can use to highlight the condition of the roof and needed repairs. It allows them to begin
budgeting for potential re-roofing projects and ongoing maintenance.
4. If it doesn’t need anything, that is ok, be truthful and the referrals will flow in.
It is all about integrity and building long-term relationships. Honesty about the current condition of the
roof will create trust. In the long run, that is how you keep good customers and get referrals for new
customers.
5. Think about grading the roof.
By applying a 1-5 scale for conditions on the roof, it makes it easier for property owners with multiple
buildings to understand how the different roofs compare. They can begin prioritizing. Be sure to remain
consistent with the grading so that the facility manager can easily understand and explain the current
condition of the roofs. It also helps in their planning process for future repairs or replacement.
6. There are many ways to solve problems so offer repair, maintenance and re-roof
budget options.
Be a problem solver. Your company has already provided quality re-roofing services, now provide quality
repair or maintenance solutions. If the building owner has a good honest report, then they can act on it and
make it fit the budget and timeline. This way they are not surprised, making everyone happy.
7. Relationships – know your manufacturer and know the products.
At SureCoat, we work with every customer to make sure they have the training, knowledge and expertise
for success. It makes a difference when you work closely with your manufacturer and can provide the right
products and protection for every job. We live by our motto - Use new age proven technology and old
school customer service.
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