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M att talkswith the President of Mr. Handyman

Matt: Welcome everybody. This is Matt Biskup from Fraise®pportunities.com. | am the
executive editor. We are here today with Todd Ragkhwho is president of the Mr. Handyman
franchise organization. Hello and good morning, d.od

Todd: Hey Matt. Thanks. | appreciate it. And good to bh#hwou.

Matt: Thank you. We've got some good questions here Mhdélandyman system is a pretty
robust and mature franchise system on the franchis&etplace. You're going to see, as we go
through, that this is an organization that knowsatis doing and is at the forefront of its field.

In fact, Todd, I'll start out there. I'd noticedahone of the major magazines noted as the number
one handyman service. Can you tell me a littl@bdut that?

Todd: We've been ranked number one in our segment folatdour years by Entrepreneur
Magazine. They've ranked us number one in our cated\nd we’ve continued to climb up the
Franchise 500 list.

Matt: That's a pretty strong recommendation from an detsource. It definitely caught my eye
as | look at franchise organizations and try teov&r some more things about them. Let’s start
in the neighborhood — what is the consumer faddroHandyman.

Todd: Essentially, we're operating in about a $40 billmarketplace which is the home
maintenance and repair service market. What thanséor the consumer is that everybody
basically has a to-do list hanging out their redragor. Or the honey-do list. And we service that
market. And a good majority of that market histaliig has been served by what we call “Chuck
in a truck,” which is just the local handyman, therd-of-mouth kind of thing. Or people end up
with a do-it-yourself, the honey-do side of it. Amthat we do is we bring a professionalism to
taking care of those home maintenance repair itSm®ur service basically comes in with a
uniformed technician who has been background clieakd bonded and insured and very well
trained with 15 years average experience and cameemarked van. We show up on time, we
have a full satisfaction guarantee and so for tieeghat you pay, you'd be amazed that he can
wipe out 20 items on your to-do list in a thredaur hour period. And you’re just kind of
shocked that the guy shows up ready to work and satisfaction of having that work complete
has earned us a 99 percent satisfaction ratingiomost recent customer survey.



Matt: That's an impressive number when you think aboait thhadn’'t thought about the
breadth of the skills. What are the types of thitihgd are common, and maybe you can tell me
something that's not so common that may have beeousntered or fixed?

Todd: I'll try to give you the good, bad and the ugly. \We all kinds of dry wall repairs and a
lot of wood repairs and often times, somebody voline...maybe they've ordered a door or
something from Home Depot and when they reallyigiot the door, they found out that the
reason the door was falling off was the dry rouathe door. And so we just will do a lot of
things like that — brick pavers to gutter cleansoart repairs. There’s just all kinds of little re@pa
jobs inside and out of the home that generally,tecnnicians are experienced and skilled and
can show up at the home ready to work and able @&ng one of 500 different jobs. That's the
beauty of it. We find often times, in fact moreesftthan not, over 50 percent of the cases, we
show up at the home and then we’ll say “Hey wekeelright now, is there anything else?” And
generally, the homeowner will add significant wookwhat we're already doing.

Matt: That's a great point from a business stand poiat.IBvas laughing because 1 just
envision what my wife’s face would look like if skeger heard that question. It's a much longer
list than she even dares present to me.

Todd: Some of the odd jobs that we’ve had. We got caléelv years back and a couple had an
old family dog and they just couldn’t bring themsed to leave the dog, after it had died, with
the veterinarian. But then they also couldn’t bringmselves to bury the dog. So they called us
and asked us if we would come out and bury theiddlgeir backyard for them. So we sort of
became the canine undertaker in that particulae.cas

Matt: One of the things that appeals to me about mydfneork is the fact that it's not the same
every single day. It’s literally different and ends like that is something that would be a
strength for somebody who really has that desimotdave a boring, same old, in a rut type of
job.

Todd: Absolutely. It's fun to work with the techniciansdameet the different customers. A lot
of our most successful owners — we encourage tbegattout with the customers and that’s
really where the relationships are built. And ieddoecome very exciting. Every day they get
into different customer’'s home and get involvedwgbme of their home improvement projects.

Matt: Sure. You're completing that honey-do list and mglat least one person in that house
happy. Probably two.

Todd: Usually always two.
Matt: I'm sitting here thinking about it. | would be kiadappy too.
Todd: 70 percent of our customers are actually femalseisally, almost the economic head of

household is the female, really, making the punctiadecision maker on those kind of things.
And when mama’s happy, everybody’s happy.



Matt: What's that local office look like from a peoplegtes-trucks...what'’s that local hub
look like?

Todd: The way the franchisee sets it up is that theylldnan office manager, or a customer
service representative depending on how largedbkebss is. And in the first six months, you
can start the business in your home and maybejbava customer representative there with
you. And you’re going to add technicians one or &wa time. The nice thing is that we have a
national van lease program. So every time yoummssi expands on a customer-by-customer
base, it's very easy to scale the business upwat@dd another van on the lease program and
have that incremental profitability as you add th@ans. So our average franchisee will have
five to six vans over a period of time.

Matt: So what you just said there is very important.W#nt to stop and highlight that for our
listeners. That is that it sounds like some ofdlo@it from being within a larger organization
such as yours, you can help them scale up withéhaatng program? And bring those vans
online as their business growth dictates they rieeih and not before.

Todd: That's exactly right. And that’s important pointe@Guse | came from being a restaurant
franchisee where every time you had to expand basically were adding a new restaurant and
you might have an extra couple hundred thousarnidrdahvested in a new site, you didn’t know
if it was going to go well. But when your businésgerforming on a day-to-day basis in the Mr.
Handyman business, when you're performing andfgatgseach of those customers, they tend

to come back. And so you're advertising is contiguio build your customer base and you just

add another van. So your business can essenttally spward without any additional capitol.

Matt: Nice. Yeah | love the high leverage angels ong$ind that’s some of the things a good
franchise organization like this can bring. | lataminating that point. Because | know a lot of
people will sit out there and think, “Which fransa? Which franchise?” And when you hear
things like it can scale up at the pace that yadrieto without a ton of money at risk, that's a
winner. That's one you want to dig into a little biore. Why don’t we shift the conversation and
tell me about some of your current franchiseestatdne what they look like. I've got this on

my mind and maybe you can address it right heretzetds do | have to be a Mr. Handyman
literally to do this as a business?

Todd: And the answer is no. As a matter of fact, mosiwffranchisees are not handy or were
not handy before they came into the business. We fianchisees from all different walks of

life. We have one in the Chicago area who jokesitthe fact that he owned a couple of jewelry
stores and he had never opened a tool box infeisMle have a franchisee in the Greater New
York area who is an executive that ran the serusimess in North America for IBM. And we
have a retired Xerox in the Southeast who ran thkdawide technology for Xerox. Yet again,
one of our franchisees of the year from a couplgeafs ago had a high school education, was a
computer programmer for a company but just hadithve and energy to own his own business.
And just took that drive and applied it to our gystand he actually was one of the fastest
franchises to reach a million dollars in sales ianektremely happy, said that’s the best business
decision of his life.



Matt: You are saying that you don’t have to be, but Igma that if you are technically adapt
than that’s certainly not going to hurt you any.

Todd: Yeah it becomes a plus because we do encourager Bystem, getting out there with
your technicians. They're the ones who are readliyned in skills and we show you how to find
them and how to seek them out and how to hire tiAerd.we train you on all of that. And they
really have the technical skill in the fields, ahgou have an interest along those lines or if the
last time you remodeled your house, you had afldiroor you enjoyed going into Home Depot
and doing some improvements for yourself, then ggogbing to love this business. Because it
really is a management of people business. Ityréah little bit of sales and marketing and
personal energy in terms of pouring yourself intéd\nd it's always nice to have a little bit of
passion toward what you’re doing.

Matt: Certainly. And what I like and what I'm hearing bes that this thing can scale up beyond
using your own two hands. And that’'s always a veeyy good key point to look at. Some
things, even you go into a field like a dentistt Wwhen his hands stop moving, he stops making
money. What I'm hearing falls into the categorytthaould continue to keep digging into, and
that means that you have a team and you're mandgageam. You may be the team when you
start, but you bring people online and you're mamgi¢he business aspect of it. And you can
grow and scale, and that'’s the difference betwesmgbable to take days off in the future and not
being able to take days off.

Todd: That's exactly right. One of the things that | thincan enjoy the most about our business
is that it is a Monday to Friday 8-5, it's not likeretail establishment where you're stretched
over all the hours. You're generally managing y@ehnicians in the home. Each day you get
them off in the morning. So it's busy and just as gaid, you are a good part of the staff early
on, but as your business matures, you do realedram of...| was just with one of our
successful franchisees last week. And he was sdlyaigone of the great joys for him is that he
was able to take on the coaching of his son’s libakéeam. So he spent every afternoon and
spent the time after school at 2:30 to be ableotthdt. And he said he never would have been
able to at any other company. He’s been able thditinto his schedule. You're essentially in
business for yourself but not by yourself. Becatisemportant to have our systems and training
and software and our advertising programs andhafi¢ things that we bring to help you
succeed.

Matt: Those are some good things to talk about as wedly Wén’t you keep going on that point,
if you don’t mind? About that system and how yopart that franchise structure. You have
some pretty strong people on your business supgam and your organization and that has to
inure to the benefit of your franchisees in termbealping them do the things that are more
profitable as opposed to being less profitable. Aoaiching them in business. Tell me about
some of those systems and some people behindehessc

Todd: Sure. Well a lot of our people, many of them whe laglping our franchisees, have
owned their own business and have been franchiBesselves. So they’'ve been there-done
that. They know how important that bottom line sldnow to help you get to a strong bottom



line. So that’s kind of first and foremost. Then also have some really superstars on our staff in
terms of one of our marketing folks was a guy wlas\wmvolved with the Wendy’s “Where’s the
Beef” campaign and much of the growth of McDonaloVer the years. So we have a lot of
unique and real strong performers here at Serviaad® corporately that because we own Molly
Maid and 1-800 Dry Clean as well as Mr. Handymaanby we’re able to share some of those
resources and have resources available to usttiet@mpanies might not have.

Matt: That's a good point. Having depths of team whenemody has a question out in the field
is beyond valuable when you look at what is gomgtart out being a small business that you
can potentially grow. And they face different issa¢ different times. To have a mature team
standing behind them at their beck and call.

Todd: And likewise. As we continue to grow as a compavg/re twice the size of our closest
competitor nationally, and we’'re just embarkingamcelerating the growth of our commercial
business. So we’'ve engaged some national conssittabuild that. And we’re going to be
building a sales department in 2009 to bring in cearcial sales for our franchisees all across
the country. So we’re getting to a level where welble to put things in place and systems in
place that a lot of other franchises could nevenewouch. We're going to be hitting sales that a
local guy can’t even access.

Matt: How about some of your software systems so thikgshat. Is there anything that would
be unique that they wouldn’t necessarily realiz ffou would provide?

Todd: Yeah the software that we provide is net-basedsorline and it does all of your
management of the business and then exports tlbsé numbers into QuickBooks so you can
account for your business. And it continues tokngmur business and provides us with the
information that we turn around and benchmark 1p fleu improve your business. So those are
some things that we do as a company and as a fsan¢b help you. But in addition, our

software has actually been award-winning from Msofbin terms of development. And so it's
top-rated, state-of-the-art. So that helps you $essty run your business and be able to scale up
and see where everybody is. We have linked int@ahatt of GPS technology so you can keep
your business efficient. So all of that comes a$ glaour system. We also have marketing this
year. Because we have such a large database ofrerst we actually geo-code those
customers. Because it’s a higher ticket item andhawxe the name and address of their home, we
have considerable information of our customer lmdgxactly who our customer is. So we turn
that data around and that's how we target ourtteies for the benefit of the franchisees and
that’'s how we target our marketing. In additiorittat, we're overlaying not only the target of

the marketing, but we’re now overlaying brandingof company with our new spokesperson,
Richard Karn.

Matt: | wanted to ask you about that. That’s gotta lme fu

Todd: Yeah. Richard Karn is the character who played édl&d on the show “Home
Improvement.” The guy with the beard and the p#idits and he was Tim Allen’s sidekick. It
was basically a show within a show. “Tool Time” vihe show inside “Home Improvement.”
He has brought a new face to the company, soeé&sveally great.



Matt: Yeah that sounds like a big plus. You're so fanabbeing the local Chuck-in-a-truck.
You're coming in to maybe that your homeowner ig1gdo be responsible and catch bids from
a couple of places, and your guy gets to lay daskow up in a good looking outfit with a good
looking truck on time and collateral materials teatg a national television star. That’s got to
elevate his credibility on the dining room tablerto the first position. | wouldn’t think there’s
nothing out there that would even come close tb tha

Todd: Yes. It does and we think that, clearly, we haveedeery well to date as we’ve grown
very quickly. But in the next five years we believe’ll become a household name with that.

Matt: Let’s talk about how you're looking to expand. Whag you looking for in a new
franchisee and where are you looking? | know yodo@g some international stuff. We’ll get to
that. Our listeners are going to be well past iv-dant-to-join-this-team because you've laid
out some incredible benefits to this system. Navg kalk about what it is that you're looking for
and how and who and where could they possibly beqaent of your team. How does that go
down?

Todd: Well a similar related question is, “What's thers to success of a Mr. Handyman
franchisee?” And we can train them on the system, they can have a wonderful targeted
market area in their hometown that they know. Alhdfahose things. All the stars can align and
they can buy a Mr. Handyman franchise and stepoosticceed. But how do you really climb
the business and put it in the top 10 percent aalilyrget there quickly? And often times, what |
answer back is that you almost have to be willmgun for Mr. Handyman of your territory.
What that means is a little bit like running a poll campaign. If you're sick and tired of your
career and you feel like you're dying on the vingomebody’s going to do it. Somebody’s going
to buy this territory and be that person. If youogn with that kind of sell-it attitude. What that
means is you get your technicians excited; thgyfaging yard signs out just like a political
campaign. When they do a yard job. They’re puttlogr hangers on the ten homes around
where you’ve done that job. You're sending the mg# out. And pretty soon, that word-of-
mouth is getting around that you're creating thatz Those kind of franchisees that have that
fire in the belly are the ones who zoom right te thp. That’'s what we’re looking for in a
franchisee. Those are the guys who do extremellyimelr system.

Matt: That's a great human insight. You're currently exgiag internationally.

Todd: Yep. We just master licensed a province in Chirchanompany there that's a very
successful construction and remodeling company tvek that province and they’re looking to
develop the rest of China. We’re about to launcBngland and the UK. And so we’re currently
in the middle of that. And we have folks in thisxheeek looking at Turkey of all places. A
developing economy.

Matt: You've got opportunities for people to come intmarket that may need a Mr. Handyman
in the U.S. that might be somebody on this photiglea is listening and say, might be your
neighborhood.



Todd: In the U.S. there are about 550 Mr. Handyman teres as we'’ve identified them. We're
just over 300 right now. So we have roughly aditiver 200 territories left in the U.S. And when
you purchase into a franchise in our system, yme lexclusivity to that territory. So you sort of
buy your little piece of the rock that are your hesfor maintenance and repair and commercial
opportunities and everything that we offer. Andidgking at that offering circular, an
investment in Mr. Handyman including working capiglisted roughly at $120-130,000 for that
exclusive territory. And you're really kind of aff the races.

Matt: They don’t necessarily have to have all of thatash.

Todd: No they do not. There’s financing provided wherehage a number of preferred lenders.
A lot of folks use home equities, loans, 401k mler money. There’s lots of different options.

Matt: I'll add to that that because this is a franchis&é¢ is such a thing called the prospectus.
That is where because this is a top-tier businesgylgrown as a franchise, there are rule and
regs and steps to follow and one of the thingsttiet would need to get their hands on is this
prospectus. If people have listened to our shogy Have heard that before, but I just wanted to
reiterate that. One of the best ways to do thiayishowing up to one of your discovery days.
Would it?

Todd: Yeah. The way our process works is if you registdine at Mr. Handyman.com, then
one of our franchise development managers will watk you and one of the first steps is
getting that franchise disclosure document. Thaltygives you all of the information on our
franchise. Then they’ll take you through a procd@$gn you come to discovery day. So actually
by the time you come to discovery day, you've tdlk@a number of franchisees in our system.
You've been on a president’s conference call wiyetecan ask any questions you might have.
We have a process that educates you completelyhah getting into Mr. Handyman is. And |
appreciate the fact that you bring up the fact itha¢eds to be done by disclosure.

Matt: Absolutely, and franchising being the successithstit's got rules and regs and it is
structured. It's a very, very organized environm@iat’s one of the things that attracts me to it.
| like that fact. It's the way to go. You're reakyructured and rightly so in helping an individual
get the best out of what he has to offer with §ystesm in place. So we’re really talking about
developing the entrepreneur. Some will come in xpeeence with strengths in one area and
not in another and a system such as yours — ygoirgg to identify where that individual needs
help and focus and adapt to that help.

Todd: Exactly.

Matt: This has been a great, great interview. Thank gotaking the time, Todd. Is there
anything else I've left out?

Todd: No. I don’t think so. Matt | sure appreciate yone. If you're listening to this, | would
encourage you to contact us. We just have a latrofolks. We have a lot of fun. One of the
things that | look forward to most is the regionaetings that we have and the franchise
conventions that we have in cities all over thentou We know how to work hard and how to



play hard at the same time. You always have thefiiesf people around you in our system. It's

hard to describe the fun you're having every dayhmg your own business. But it's also hard to
describe the lifetime relationships and the commatieat you have with other franchisees in the

system. My best advice would be if your currentaion is putting your feet to sleep, jump into

something and give us a call.

Matt: That sounds great. What's the best way to get@dioyou or your team to carry on a
conversation? Obviously people will need to disaulsre opportunities are near them.

Todd: The best way is to contact the web site directiyatv.mrhandyman.com. We also have
877-mrhandyman. Then we can put you in touch witlamlchise development manager to help
you assess your situation and walk you througtptbeess.

Matt: Thank you everybody for listening to our interviexwth Mr. Todd Recknagel, president
of the Mr. Handyman franchise organization. Andlixs2e you on the next call.



