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Providing quality service in New York City 
by Steve Howard hut not m New York C1tv When 

NE .. , ,·oR~· - , ..... ,.t ,c ,t lrko G b k Berger Corp m<tnll• n °replnre 
n r. ,, n o , 11w11y ,<'ltmg rt 11r can cost 

to pro,➔de heatmg ftnd 11ir ron- ~140 BergerCorp •J)<'nd•nlmo<t ment roohng to"er. they rnny 
dit1onmg sen·,ce ,n the n11t1on·s ~l .000 J)<'r month ,n pork mg trek- hA,·e to stnp rt down lo rnd1v1du 
m06I congeslro 11re11? A=rdrng lo els and towing f<'<'s nl components. then try lo gel the 

Bob Berger and Bob Keingi;tt'in. Bu,ldm1,i access ,s Also An obsta• pnrts mlo the freight l'levotor. 
owners ofFrrmkel-Berger Cooling rle. MRny hmes II techmc,an must hoist them up under t lw elernlor. 
Corp .. a 21-employee firm operal- park four or li\·e blocks from the or Jib I hem from the outside of the 
ing in Brooklyn. "Doing the work )Ob Not only 15 this mconvement. bu,ldmg It is easy lo see how 
is the I'~· J)llTt. Getting to the job but ,1 also increftses roncerns retrofit Jobs m New York con eas-
1s the problem." about vandalism and then. ily go for two or three I 1mes whnl 

Thi' fim problem is parking. It Ofu!n. it takes 20 mmutes of they cost m other parts of the 

is not uncommon for a sen•ice w11itmg for freight elevators each country 
t«hn,cian to circle the area for way If every ronce,vable tool or With office rental roles ranging 
over an hour to find a parking part is not carted to the job, it from $28 to $40 o square foot in 
lpll(le. Once a space is found. it is could take 80 hour to go back to M11nhatl8n. where the company 
likely to be a commercial loading the truck for a wire nut. has 85<:1, of its accounts, hvac re­
zone, with 20-minute parking. Contractors usually rely on model jobs require much planning 
When he returns to his truck, he cranes or helicopters to get hvac and ability. Keingstein 88ys, "We 
m-r find it ticketed or towed equipment onto building rooftops, must get the equipment ofT the 

--.-.-.-.-.-.-,~-'-.-,-•• -~---.-•• -.-.-~-■-------------~ floor, yet still keep it accessible for maintenance. When you come 
right down to it, there are no easy 

BERGER CORP. owners, Bob Keingstein (left) and Bob Berger, find shar­
ing the same office reduces communication problems. 

ELIMINATES BRUSHING AND 
FLUSHING WITH ACID TO 
CLEAN CONDENSER TUBES. 

EXPANDO DOES IT 
FASTER, 
CLEANER, 
CHEAPER. 
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Th,s profess,onal 
tool 1s available on 4 
sizes to lot all tubes 
from , ID to 1 
I D Expand~ and 
contracts to fot 
scale deposits not 
JUSt the tube 
Couplings and 
threaded rods 
available for extra­
long tubes 
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jobs." 
Under less than ideal working 

conditions, the company has 
grown and prospered year after 
year. As Berger and Keingstein 
shared their philO!!Ophy, it became 
apparent that the secrets to their 
succe&S are applicable to any hvacr 
company. 

Quality service 

The owners believe that the se­
cret of their success is doing all 
they can to implement the compa­
ny motto: "Quality works at Berg• 
er Corp." 

Each customer receives a "Qual­
ity Report Card." When cards are 
returned, they are placed on a 
bulletin board for all to see. Next 
to the report card is a sign stating 
the company's quality policy: 
"Berger Corp. is committed to 
prompt, professional service the 
first time, every time, with guar­
anteed customer satisfaction. 
Satisfied customers will insure 
continued growth of our company 
and the people who make our com­
pany work." 

Both Berger and Keingstein 
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have attended the Quality College 
sporuJOred by the Air Conditioning 
Contractors of America (ACCA). 
Since only aboul 12 other compa• 
nies from the area have been to 
the Quality College. they believe 
this gives them a tremendous com­
petitive advantage. 

Keingstein said, "People must 
get something over and above 
what they expect, Quality must be 
talked about, it must be refined. 
and it must be delivered." 

Customers 
According to Diane Berenger, 

who has been the company's office 
manager for over 20 years, "The 
reason we've been successful is we 
treat our customers and em­
ploy- like family. When cu.­
tom.-. call apin - ncapue 
their YOices. We let tmm It-. -

"Our customers 
know we're an in­
tegral part of their 
business. They rely 
on us to manage 
their air condition­
ing needs. We're 
their consultants. 
They see us as the 
pros." 

care about them," 
Berger said, "Our customers 

know we're an inteeral part of 
their buaillffa. They rely on ua to 
manage their air conditioning 
needa. We're their conaultanta. 
They - ua u the proe." 

Keinptein added, "Our cus­
tomers ult ua for advice, like I'd 
uk my dad for advice. Our cua­
tomera are more intelligent about 
hvac today, They're asking better 
queationa. They're wine for bet­
ter ■yatema and better service. 
They're al■o ukin& for the rieht 
price for the aervice we deliver. Be­
cause our customers know more 
about their hvac needa, they real• 
ize the rieht price i■ not the low 
price. They have been around the 
block and want to get the beat val­
ue for their money, And value aoea 
back to quality." 

Aa an extenaion olthe family at­
moephere, the company providea 
office employees with lunch. The 
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