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HOW TO RESPOND TO A CUSTOMER 
WHO DOESN’T THINK YOU CLEANED 
UNITS AS SCHEDULED

Customers consider clean and sanitary 
portable restroom units a priority, 
which is why maintaining your service 
schedule is essential. Part of your 
reputation depends on the condition 
of your inventory, your response to 
customers, and how they view your 
business. Avoid potential problems by 
being proactive in employee training 
and communicating with your clients. 
PROs who explain their cleaning and 
documentation process early on 
experience fewer customer service 
issues. Take the time to review your 
guidelines so you’re prepared for a 
customer complaint before it happens.

Communicate Verbally and in 
Writing

Misunderstandings occur due to lack of 
clarity. Eliminate this by providing each 
customer with information regarding 

their unit’s cleaning schedule. Give 
a separate document listing service 
dates, or highlight this information in the 
contract. Help clients understand how 
you determine the amount of service 
needed. Point out that overuse results in 
less overall cleanliness, which makes it 
crucial for customers to provide correct 
information. Informing customers about 
the dates of cleaning helps manage 
their expectations, but you need to take 
it a step further.

Explain Your Process

As a PRO, you’ve come across those 
clients who are nitpicky or feel a need 
to go over your work. Run through what 
your employees do during a scheduled 
cleaning and how they document the 
service. Let your clients know if you 
use GPS tracking in your trucks, leave 
behind a fl yer after service completion, 
or document in an inventory system. 

A customer wants assurance that you 
stay on top of maintenance and oversee 
staff . Explaining your process shows 
clients that you value their business 
enough to ensure that the job gets done 
correctly every time.

Go Over Your Employee 
Expectations

Even the best employees have 
days where they breeze through 
their duties. Double check that all 
employees are following the proper 
cleaning procedures. Make sure that 
staff  understands your process of 
documentation and the need to add 
additional comments. It’s especially 
important to note if a unit appears to 
be overused or needing more than 
regularly scheduled services. Let 
employees know that they are your 
eyes in the fi eld, so it’s imperative that 
they point out potential problems, 
both to you, as the owner, and by 
documenting their concerns on paper 
and with photos.

Documentation is Key

Avoid arguments between yourself and 
employees, or customers and staff , by 
documenting what gets done during 
servicing. Many PROs use a simple sign-
off  sheet listing units by serial number 
and location. Leave room for employee 
initials, dates and times, along with 
space for additional comments. Other 
portable restroom companies go a step 
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Every portable restroom operator updates their inventory. 
Whether you’re replacing mismatched portable restroom 
units or starting fresh, this budget decision impacts your 
future income. Make the most of this significant purchase by 
understanding the costs of purchasing units that are durable, 
easy to repair, use interchangeable accessories, and offer the 
highest lifetime value.

Choose Sturdy, Easy-to-Maintain Units

Quality portable restroom units function and look good in the 
field for decades. However, even the best porta-potty needs 
repairs after the standard warranty ends. Part of the cost of 
purchasing units comes from the durability of the portable 

toilet and ease of finding and replacing worn parts 15 years down the road.

Dependable equipment requires less maintenance and time spent on repairs. If you need to replace a deteriorated skid or 
update a side panel a decade out, then you need a reliable manufacturer. When calculating the initial cost of your portable 
restroom unit, consider the long-term value of purchasing from a trusted company. Saving time on buying replacement parts 
and repairing units balances out a higher initial price.

To read the full article, visit http://bit.ly/2nVDECj

further and create a cleaning checklist 
for employees, requiring them to initial 
each completed task. Request that 
your employees document problems 
and finished work by sending a photo 
back to the central office. Track service 
and maintenance history of each unit 
so it’s easy to refer to later.

Use Technology to Provide 
Proof of Service

We all know that sign-off sheets 
can be altered or incorrect. 
Technology helps track your service 
and maintenance schedules. Use 
photographic evidence by including 
time-stamped pictures of each 
service in an online inventory system. 
Alternatively, use apps like Fulcrum’s 

Portable Restroom Service App or 
the Portable Sanitary Toilet Cleaning 
Checklist Mobile App by GoCanvas to 
track service from the road. The more 
ways you document a completed 
job, the easier it is to nip a customer 
complaint at the get-go.

Address Complaints 
Immediately

Even the most reputable companies 
end up dealing with a customer 
who disagrees with them. When the 
problem arises, respond that you 
understand their dissatisfaction and 
that you’ll look into it immediately. 
Then, pull up your documentation. 
Assess the situation to determine if the 
unit is overused or if an employee is at 

fault. Visit the customer site and look 
at the current condition of the portable 
restroom unit. Come prepared to 
clean the porta-potty yourself. Your 
response and quick action help 
preserve your reputation.

Avoid future issues by ensuring that 
your employees follow the cleaning 
and documentation process and your 
clients know what to expect. A PRO’s 
response to unhappy clients affects 
reputation and future business, so 
it’s essential to have a plan of action 
in place for complaints. Portable 
restroom operators who thoroughly 
document scheduled maintenance 
and address problems by going to the 
site face fewer arguments over the 
cleanliness of serviced units.

HOW TO RESPOND TO A CUSTOMER WHO DOESN’T THINK 
YOU CLEANED UNITS AS SCHEDULED (Continued)

UNDERSTANDING THE COSTS OF PURCHASING UNITS
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We hope you won’t have to deal with this one often, but unfortunately, 
theft of equipment — trailers, trucks, even portable restrooms 
themselves — does happen. In fact, the theft of heavy equipment 
from work sites is an increasing problem in the United States.

To safeguard yourself against equipment theft, we’ve compiled some 
of the best actions you can take, from prevention to reporting a theft.

Take Precautionary Steps

Track your inventory: If a piece of equipment goes missing, you want 
to make sure it’s somewhat trackable. Do the groundwork in advance 

by keeping track of the serial numbers in your inventory. Set up a photo archive and a log of those serial numbers in your 
office records. When starting a new job, make sure you know which trucks, units, and other equipment are going where.

Write up contracts: Having your customers sign contracts before a job is a good way of protecting yourself from theft. In the 
contract, state that the customer is responsible for returning each unit exactly as it was received. Therefore, if a unit goes 
missing on a site, the customer should be liable to pay for it.

Get insurance: Make sure the insurance on your vehicles covers theft. Portable restroom units can also be insured to cover 
against any losses and while this can be costly, more and more portable restroom operators are deciding it’s worth it.

To read the full article, visit http://bit.ly/2OUWt3N 

Whether you treat problems as they arise or wait until 
the quiet season and fix them all in one go, refurbishing 
your units is a great way to ensure they live longer lives. 
Many portable restroom operators prefer the former, 
patching up their units as needed, year-round. Others 
use the fall to carry out all their refurbishments. This is 
because most of the inventory is back from job sites, 
and employees are freer to put in some repair and 
maintenance shifts.

Whichever you choose, if you see your units coming 
in with cracked screens or graffitied walls, don’t rush 
to toss them all out. Experts in the industry testify that 
refurbishing can help your units last a whole lot longer, 
as well as save a great deal of money.

We are big believers in the power of revamping. That’s 
why we’ve compiled some of the best tips and practices 
for refurbishing your units.

To read the full article, visit http://bit.ly/2MFAC30
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JohnTalk is a website designed to be your go-to resource for all the 
information you need to improve your portable restroom business. No matter 
the format: articles, videos, reports and how-to manuals - if it’s important to 

the portable sanitation industry you’ll find it on JohnTalk.

As the demand for portable restrooms keeps 
increasing with the events industry growing 
around the country so too does the need for other 
associated facilities.

In order to stand out from the crowd in a 
competitive industry, it’s important to consider 
diversifying your business. The company that offers 
customers more of what they need in one place will 
succeed over the one that offers limited services.

Here are some of the ways you can diversify to 
attract more clients:

Portable Restroom Operators

If you’re a portable restroom operator who’s looking 
to expand their range of services, there are many 
additional facilities you can add to your portfolio. 
Impress potential clients and upsell events by 
offering not only portable restroom units but other 
handy features.  

To read the full article, visit http://bit.ly/2Mtyegw

DIVERSIFYING YOUR BUSINESS: THINGS TO 
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