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“They’re attentive to employees and will give you all the tools
you need to make yourself successful,” he said. “They give
employees all the freedom necessary and will also help employees
out in any way they can. They
have an open-door policy. I’ve
never seen anybody turned away
as far as a question, comment, or
concern. They really care about
us and how we feel.”
Riesgo started as an apprentice in Hamstra’s in-house training program and worked his way
up to his current position.
“They really want you to be
the best you can be at what you
want to do, whether it be working out in the field or working in
one of the office positions. I really
like all the aspects of my job.
“I always tell people without an air conditioning background who ask what I do that
I’m a puzzle-maker,” continued
Riesgo. “I try to make a puzzle
for the guys to go and put in —
granted, there’s more to it than
that, but that’s what I tell people,
and that’s what I really enjoy
about the industry.”

TREATING
CUSTOMERS RIGHT
The key to having satisfied
repeat customers is having happy
employees.
“All of our customers tell me
what a wonderful staff I have,”
Jeff Hamstra noted. “They feel
and see that the employee is
happy. That comes across very
positively with our clients. When
our people answer the phone
with a smile on their faces, customers can feel their smiles projected through the phone.”
It’s just one way Hamstra
Heating & Cooling differentiates
itself from competitors.
“We’re a large company, but
we keep that personal touch,”
Wade Hamstra said. “There are
a lot of benefits that come along
with choosing a large company,
like quicker service, after-hours
care, and weekend services —
things smaller companies may
not be able to offer. But, at the
same time, our customers also
get personal service. They get
good, quality interaction. We’re
truly there to take care of them
and do a great job.”
As the company’s client experience manager, Rachel Patterson
primarily focuses on developing
in-house training to ensure customers are being properly taken
care of. Patterson, who has been
with the company for five years,
earned Hamstra’s True Professional Award in 2015.
“At Hamstra, we really make
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sure our clients are the No. 1
priority at all times,” Patterson
said. “We really do set ourselves
apart with the level of service we
provide. We are a family-owned
business, so we want all of our
clients who call in to feel like
they’re part of our family and
that we care for them as much as
we do our own family members. I
don’t think a lot of other companies out there do that, at least not
the way Hamstra does. We make
sure our clients know they’re not
just another number calling in.
They’re part of our family and
we’re here to serve them 24/7.”
“When you choose Hamstra,
you’re not just choosing a company where guys simply come
out and put in your air conditioner,” Riesgo added. “We are
what I believe to be a dying breed
of craftsmen who actually care
about what we do for a living
and take pride in the work we do
here. We treat every house as if it
were our own.”

LOOKING AHEAD
The next challenge Hamstra Heating & Cooling faces is
defining all the processes within
the company.
“With the rapid growth we’ve
had and the business challenges
from an organizational standpoint that growth creates, we’re
focusing on better-structured
procedures and becoming less
reliant on tribal knowledge,”
Wade Hamstra said. We’re beginning the process of building a
file containing the protocols
and processes for every aspect of
every job. We anticipate this will
take 18-24 months.”
The company is also in the
process of becoming more automated, with software and mobile
solutions for techs in the field.
“We ran more than 14,000
service calls last year,” Wade
Hamstra noted. “You can’t have
a manual process and be able to
keep up with all of that.”
Overall, Wade Hamstra said
his goal was to create a company that blends good business
and profitability without taking
advantage of customers or
employees. And, all things considered, so far, so good.
“You can have a great place
to work for employees, pay them
well, give them great benefits,
and take care of your customers
without having to cut corners,”
he said. “It’s my mission to prove
that. As we grow our company
and its culture, our reputation
will remain intact. Lots of businesses fail because they lose
focus on what really matters. For
us, the future is exciting.”

YEAR-TO-DATE: Year-to-date U.S. shipments of residential gas storage water heaters decreased 12.3 percent,
residential electric storage water heater shipments decreased 13.0 percent, commercial gas storage water heaters decreased 3.1 percent, commercial electric storage water heaters increased 46.9 percent, gas warm air furnaces increased 5.5 percent, oil warm air furnaces decreased 6.6 percent, central air conditioners increased 3.6
percent, and heat pumps decreased 1.8 percent.

CENTRAL A/C AND
AIR-SOURCE HEAT PUMPS

SHIPMENTS STATUS OF
WARM-AIR FURNACES

U.S. shipments of central air conditioners and airsource heat pumps totaled 1,022,363 units in June
2016, up 16.4 percent from 878,513 units shipped in
June 2015. U.S. shipments of air conditioners increased
19.1 percent to 729,018 units, up from 611,900 units
shipped in June 2015. U.S. shipments of air-source heat
pumps increased 10.0 percent to 293,345 units, up
from 266,613 units shipped in June 2015.

U.S. shipments of gas warm-air furnaces for June
2016 increased 6.9 percent to 274,953 units, up
from 257,321 units shipped in June 2015. Oil warm
air furnace shipments decreased 0.5 percent to
2,121 units in June 2016, down from 2,131 units
shipped in June 2015.
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COMMERCIAL STORAGE
WATER HEATERS

RESIDENTIAL STORAGE
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Commercial gas storage water heater shipments
increased 11.2 percent in June 2016 to 8,377
units, up from 7,535 units shipped in June 2015.
Commercial electric storage water heater shipments
increased 57.1 percent in June 2016 to 11,697 units,
up from 7,444 units shipped in June 2015.

U.S. shipments of residential gas storage water
heaters for June 2016 decreased 12.5 percent to
361,674 units, down from 413,536 units shipped in
June 2015. Residential electric storage water heater
shipments increased 7.5 percent in June 2016 to
346,193 units, up from 322,059 units shipped in
June 2015.
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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.
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