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Those rules can vary wildly 
depending on the company. In a 
previous article, some contrac-
tors said they instituted a “zero-
tolerance” policy for things like 
smoking on or near the job site, 
having visible tattoos, or inter-
acting with customers when 
their work clothes were dirty. 
Others were more flexible, put-
ting the trustworthiness and 
honesty of employees above 
implementable rules.

“There are a couple of com-
ponents, such as safety, per-
formance related to skill, 
knowledge, and overall job per-
formance, that some may include 
or exclude when generalizing 
and saying rules,” said John R. 
Smith Jr., operations manager 
of the University City Science 
Center in Philadelphia. “Then, 
there are issues, such as attire, 
excessive absence, lateness, lan-
guage, etc., which I categorize as 
professionalism.”

Smith believes some areas 
allow for flexibility while others 
simply don’t.

“The ‘trap’ one creates is set-
ting past practice, both from a 
legal standpoint and then trying 
to change the practice/culture 
later if conditions change,” he 
said. “[Employers need to have] 
clear and concise documenta-
tion of issues and reduce to 
writing any discussion while 
including the reasoning for the 
actions taken, because it can 
prove extremely useful down 
the road.”

Matt Rutland, HVAC service 
manager at Brothers Air Heat & 
Plumbing in Rock Hill, South 
Carolina, said if there has been a 
transgression, there needs to be a 
corrective action.

“The key to me is the correc-
tive part,” he said. “My goal as 
a manager is not to punish an 
employee, but rather to correct 
the improper behavior. The idea 
is to help him or her improve and 
get past the improper behavior. I 
will not take unnecessary action 
to correct the behavior, and I will 
use progressive discipline prin-
ciples once an action has been 
taken if the behavior continues.”

DEFINING 
THE CULTURE

The culture aspect is an espe-
cially intriguing one because, as 
Smith said, each company creates 
and maintains its own unique envi-
ronment within the workplace. 

Bergstrom believes that 
having a set of core values that 
does not waiver in the face of a 

technician shortage or any other 
form of adversity is critical to the 
success of a company.

“We got a lot better at 
[employee discipline] when we 
decided to clearly, define our 
culture,” he said. “[That cul-
ture includes] our core values 
[who are we, what we stand for], 
vision [where are we going], and 
mission [how are we going to 
get there.]”

For Bergstrom, recognizing 
and defining those three values 
made discipline a lot easier 
because it gave him something 
to consistently point back to 
and made it about working with 
the employee to tackle a core 
value. “It takes a good portion 
of the onus off the manager and 
points it to a core value that is 
part of the organization’s DNA,” 
he said.

Thomas Krygsheld, owner 
of Illiana Heating & Air Con-
ditioning Inc. in Cedar Lake, 
Indiana, and a 2015 winner of 
The NEWS’ Best Contractor to 
Work For contest, said there are 
usually issues under the surface 
with any new hire because of the 
state of the job market, but it’s 
still important to see if they have 
the right skills and attitude to be 
a part of the team.

“We just hired someone, and 
we will have him with our techs 
for a few months, train him the 
way we want him trained — the 
Illiana way — and allow him to 
ask questions and get any train-
ing that he needs,” he said. “We 
look for soft skills and the law-
abiding kind of things, drugs, 
alcohol, etc. We look for people 
with great personalities who can 
come from anywhere.”

And when dealing with the 
personalities of each employee, 
Bergstrom said staying consis-
tent while not nagging anyone 
can be difficult.

“Discipline has to make sense 
to your organization, because, 
if it doesn’t, then no one under-
stands what’s right and account-
ability to discipline becomes 
so hard,” he said. “We battled 
this confusion area for a long 
time and, at times, we still do. 
It’s always hard to clearly com-
municate in a growing organi-
zation that is also adding new 
leaders, as well.”

THE COMPANY VAN
Rutland detailed one of the 

most common examples of 
improper behavior is an unkempt 
company van.

“I expect my vehicles to be 
clean and organized,” he said. 

“And, apparently, my definition 
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SOURCE: Information contained in these graphs are courtesy of the Air-Conditioning, Heating, 
and Refrigeration Institute (AHRI). Industry figures are estimates that are derived from the best 
available figures supplied by a sample of AHRI member companies.

YEAR-TO-DATE: Year-to-date U.S. shipments of residential gas storage water heaters decreased 0.8 percent, 
residential electric storage water heater shipments decreased 4.4 percent, commercial gas storage water heat-
ers decreased 0.2 percent, commercial electric storage water heaters increased 38.8 percent, gas warm air fur-
naces increased 3.7 percent, oil warm air furnaces increased 11.0 percent, central air conditioners increased 1.9 
percent, and heat pumps decreased 1.8 percent.

Oil Furnace Numbers
Leap in November

FIGURES
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U.S. shipments of central air conditioners and air-
source heat pumps totaled 334,907 units in November 
2015, down 6.6 percent from 358,479 units shipped 
in November 2014. U.S. shipments of air conditioners 
decreased 4.2 percent to 218,076 units, down 
from 227,523 units shipped in November 2014. U.S. 
shipments of air-source heat pumps decreased 10.8 
percent to 116,831 units, down from 130,956 units 
shipped in November 2014.

U.S. shipments of residential gas storage water 
heaters for November 2015 decreased 17.3 percent 
to 299,338 units, down from 362,082 units shipped 
in November 2014. Residential electric storage 
water heater shipments decreased 21.8 percent 
in November 2015 to 264,885 units, down from 
338,796 units shipped in November 2014.

U.S. shipments of gas warm-air furnaces for 
November 2015 decreased 6.2 percent to 248,953 
units, down from 265,299 units shipped in November 
2014. Oil warm air furnace shipments increased 32.0 
percent to 5,379 units in November 2015, up from 
4,076 units shipped in November 2014.

Commercial gas storage water heater shipments 
decreased 0.2 percent in November 2015 to 7,157 
units, down from 7,169 units shipped in November 
2014. Commercial electric storage water heater 
shipments increased 38.8 percent in November 
2015 to 7,237 units, up from 5,213 units shipped in 
November 2014.
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