Towmasters
P.O. Box 584

Newport, NH 03773

DEDICATED TO EDUCATION & TRAINING

T raining and educating within the towing industry
Organizing together to achieve common goals
Working to promote pride and professionalism
M onitoring industry changes and reacting to facilitate member neet
A dvancing new ideas and concepts forward
Structuring our membership to act as one unified body
T eaming together to pool resources and collectively become more
E nacting on fresh new ideas and concepts
R eacting jointly to an ever changing industry

Sharing visions and goals

United
We can put the pieces together
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Seminars for 2010

Save the dates

Wreckmaster 2/3

March 26th & 27th
Wreckmaster 4/5

June 4th & 5th
Wreckmaster 6/7

September 10th 11th & 12th
Ramp Truck Recovery

November 5th & 6th

Pictured L -R (seated) Cory Patten Towmasters, Commissioner John Barthelmes

NH Dept of Safety, Rene Fortin NHTA, Standing L -R Don OHul ké Gagnon
Towmasters, Captain Christopher Colliti NHSP, Frederick Booth Director

NHSP, John Dapergolas Towmasters and Brendon 6Wood)

Thursday
February 18, 2009

Where: The Red Blazer Restauran

72 Manchester Street Next issues of OHooked Upbd
Concord, NH,

Time: 7:00 pm SHARP Articles, Tips, Techniques, R ¢
Must be received by April 1, 2010
Fag ©! (603§ 8681400 Email'€patw@comcast.net

Januarybds Meet
was had by all.

Now is the time to get down to
BUSINESS see you there!l!
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Upcoming Events & Seminars

2010 I

February 18th

Towmasters General meeting at The Red Blazer
Restaurant 72 Manchester Street Concord, NH
7:00 pm SHARP

March 26th & 27th
Wreckmaster 2/3 Certification NH Fire Aca
emy Concord, NH

June 4th & 5th
Wreckmaster 4/5 Certification NH Fire Acad-
emy Concord, NH

September 9th, 10th & 11th
Wreckmaster 6/7 Certification NH Fire Ac
emy Concord, NH

November 4th & 5th
Ramp truck recovery class Concord, NH

General Meetings

Third Thursday of each month (excluding July
November and December) 7:00 pm SHARP at
Red Blazer Restaurant Concord, NH

Maintenance Association
Of the
Granite State
(MAGS) is an organization dedicated to the
education of vehicle maintenance personnel.
We invite you to join us by attending a meet-
ing to see if we can help you improve your
skills or make your job easier and more enjoy-
able.
Go to: www.nhmags.com for more information

Chef Jack and Apprentice Tim

Tips & Techniques

Provided By:Onsite Drug Testing of tempted to contact the donor during
New England, LLC 2 Industrial the day and was unsuccessful. Whe
Park Drive Concord, NH 03301 the donor called back to speak with
Telephone: (603) 226858 Dr. Hefner, it was night time, as Dr.

YOUR COMPANYss DBEgNgros office.
Texas. The donor was to be reporti
D.E.R. is the DOT term for Desig-

to work to drive a Commercial Moto
nated Employer Representative. Vehicle at 4 am ET.

Please let your staff know not to be Dr. Hefner needed to get in contact
offended if they are told that we may with the DER prior to the donor arri
only speak with the DER atthecom-i ng t o wor k and

pany, ités for camrfiddemisimlsasntad

The DER is the person designated atformation for the company. It was
company that gives orders to safety good thing that the driver was truthfi
sensitive employees and has been with the Doctor and his company an
nominated to handle the drug testingdid not drive the truck.

tasks. This person is the only individ-Our new practice is to request after
ual that any Onsite Drug Testing staffhiours contact information from cli-
member is permitted to speak with irents. Please expect a phone call fro
regards to scheduling screens, receivgne of our staff requesting this infor
ing confidential mail, handling reasonmation for our files. Hopefully we
able suspicion situations, receiving wono6t ever have
drug screen results, updating em-  have it just in case.

ployee lists quarterly and any other
general instances that arise within
their drug testing program. This per-
son is not always the owner of the
Company, so when choosing a DER
you may wish to have secondary DER
as well that will be privy to confiden-
tial information.

Any questions about this article or
other questions pertaining to your d
and alcohol program do not hesitate
contact Onsite Drug Testing.

If you have any tips or techniques t
you would like to share with your
Recently, one of our clients had a  fellow members they may be emaile|
positive drug screen for an employeeto: cpatw@comcast.net Faxed (603
The result was released from the lab 8633449 or mailed directly to Tow-
our MRO (Medical Review Officer), masters.

Dr. James Hefner. Dr Hefner at-

Big Rig Rescue October 2009
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Company Image: Perception Is Everything
By John E. Plumpton
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How a customer perceives your business will affect the way he or she will treat you, your employees and your comparsy. For yea
we have been fighting a blemished image where commercials often portray tow truck operators as unshaven, beer bellgyeople of

self esteem.

The image of this industry has changed dramatically over the past decade. The change in image is due to a variety whigasons.
include training and certification; consolidation of companies, by both the large consolidators and smaller companiesmgerging
auto clubs expecting a higher level of service and image.

Getting back to perception. When a customer comes into your place of business to retrieve his impounded vehicle ageodot in
mood. When he is told there is a $100 plus tow bill, his aggravation can be escalated by his surroundings. If theffrardlaokl o

l i ke an

look for a bargain.

fi ol

d sal

vage yard with a junk

yard

dogo

t h e?HHow-t i
ever, when they enter a professional looking facility, although they may not want to pay the rate, the stress leveleiddtaanat-
cally. Think about how you feel when you enter a store. If it is neat and clean you accept the prices. If it is meskg; xaveior

t ude

Here are some examples of different operations that immediately come to mind in different parts of the country (these are m

many more that | cannot list due to space) where the immediate perception is that these people are professional and why.

Pro Tow, Birmingham Ala: Good signage to help customers find their impound, landscaped entranceway, parking for customers,
impound fenced and video taped, all vehicles in neat rows, sign on gate done professionally advising customers te dinger offic
clean office with reception area, rates posted that are readable, all employees are in clean uniforms, and most irepatant, ev

ployee that | met had a good, positive mental attitude. The office had letters of commendation, licenses and cerifichtidispr

played. Trucks were all clean, names readable on doors and from rear and certification stated on truck.

Tumi nodsNIJTowTwmmi nods

cl ean ef fi
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ent shop,

quiet positive atmosphere.
s | o c &here @re many gqmpanjes that meet or even excel the above companies but these are the types of companies thapubuld be ¢
How does your company rate?

The towing industry has evolved dramatically but companies still fit into the 80/20 rule: 20% have a professionaDibhagk, 2
handle 80% of the business, and 80% will handle 20% of the business, 20% are trained and certified 80% are not.
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Whi ch group are you in? l'tés your
because
nd mail with payment to: Towmasters
PO Box 584 I i I
Novoort i 03773 Membership Application
Telephone:
Fax:
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we wi | | Email Address:
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Owner(s) Name:

Primary Contact If Other Than Owner:

Type of Equipment (Resource List For Mutual Aid Purposes Optional):

above

choi

Do you belong to another Towing Industry Association? (circle one)

YES NO

If Yes to above, please list by name the Association(s):

Annual Dues: $100.00 All dues are payable by May 31st of each year.
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