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CONFIDENTIAL
Infestation Complaints Per MM Purchased

DATA SOURCE:  12/97-12/98
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Complaints per MM Sales



For every customer that 
complains, 26 remain silent



Total Customer Complaints Vs. Infestation
Data Source: Jan 99 thru Dec 99
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It costs five times more to 
win a new customer than to 
retain one



Monthly Food Safety Summary
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INDIVIDUAL CUSTOMER TRACKING



Word-of-mouth advertising equals 
10-20 percent of total revenue



Satisfied customers tell an 
average of five people about 
their experience; dissatisfied 

customers tell 10 or more



Infestation Complaints per MM Purchased
Three Year Comparison - 1998, 1999, 2000
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WHAT YOU SHOULD WHAT YOU SHOULD 
EXPECT FROM YOUR PEST EXPECT FROM YOUR PEST 

CONTROL COMPANYCONTROL COMPANY



Sampling Number I II III IV
Trapping Period 1 week 1 week 1 week 2 weeks

Weevils 404 361 510 929
Merchant Grain Beetle 59 57 71 110
Sawtooth Grain Beetle 27 6 16 20
Red Flour Beetle 91 94 161 685
Drug Store Beetle 3 4 2 8
Flat/Rusty Grain Beetle 37 12 34 60
Red-legged Ham Beetle 94 97 83 83
Indian Meal Moth 92 50 42 140
Other Species 8 5 14 29

Total 723 636 891 1924
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Trap catches of male Indianmeal moths at the Training Center, Ralston Purina, St. Louis



PARTNERSHIPPARTNERSHIP
FOOD SAFETY TRAINING MATERIALS FOOD SAFETY TRAINING MATERIALS -- MANUALS & MANUALS & 
VIDEOSVIDEOS
ONON--SITE INFESTATION IDENTIFICATIONS AND SITE INFESTATION IDENTIFICATIONS AND 
INSPECTION TRAININGINSPECTION TRAINING
CONDUCT GMP TYPE INSPECTIONS WITH YOUR FOOD CONDUCT GMP TYPE INSPECTIONS WITH YOUR FOOD 
SAFETY PERSON.SAFETY PERSON.
ASSIST IN DEVELOPING APPROPRIATE CHECKLISTS ASSIST IN DEVELOPING APPROPRIATE CHECKLISTS 
FOR FOOD SAFETY PROGRAMSFOR FOOD SAFETY PROGRAMS
REVIEW AND UNDERSTANDING OF WHAT YOU REVIEW AND UNDERSTANDING OF WHAT YOU 
SHOULD EXPECT FROM YOUR PEST CONTROL SHOULD EXPECT FROM YOUR PEST CONTROL 
COMPANYCOMPANY
REGIONAL ASSISTANCE FROM OUR  FOOD SAFETY REGIONAL ASSISTANCE FROM OUR  FOOD SAFETY 
COORDINATORSCOORDINATORS




