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Leeps Supply Co., a family-owned and -operated wholesale plumbing distributor headquartered in Indiana, is The Wholesaler Magazine's

2020 Showroom of the Year. Focusing on customer experience, giving back to the community, and with faith, it continually adapts to exceed
expectations. Read its story, starting on page 20. From left to right: Charlene Schulftz, Menica Rodriguez, Ruth Hamstra, John Hamstra, Doug Van

Der Weide, Elizabeth Alfonso and Jordanne Vroom.

Robertson Heating Supply

Agrees to Acquire Valley Supply Co.

Robertson Heating Supply
(RHS) 15 pleased to announce it
has completed a letter of intent
to purchase the assets of Valley
Supply Co. (WSC).VSC has four
locations in VWest Virginia located
in Elkins, Clarksburg, Parkersburg
and St. Albans. Robertson will

expand its offering and represen-

tation of top ter plumbing and

heating products across the state.

including the Rheem HVAC line
in 40 West Virgimia counties.

President Scott Robertscn com-

mented that VSC is a respected
distributor in WestVirgmia with a

high level of customer service, and
this 1s an excellent opportunity

to bring RHS' strengths and com-
petrtive advantages to the profes-
stonal trade in this region. The
acquisition is also in line with the
RHS strategic plan for continued
growth in the HVAC and plumb-
ing wholesale channel as West
Virginia becomes the fifth state
with brick and mortar locations.
which also includes Ohio, western
Pennsylvaria, Michigan and Indiana.
RHS, following its customer focus
and promotion of local branch
operations, will mamtam many VSC

personnel in the acquisition.

RHS is an 86-year-old family-
owned Midwest regional HVAC
and plumbing distributor head-
quartered in Alliance, Ohio, with
soon-to-be 36 locations and six
kitchen and bath showrooms.
Robertsan is a full ine distributor
of heating, air conditioning, HVAC

accessories, boilers, water heaters,

plumbing fixtures, cabinetry and
associated accessones.
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SHOWROOM OF THEYEAR

Leeps Plumbing Supply, a company built on
service, and honoring God in all they do.

BY RUTH MITCHELL

[ | | hen searching for excellence
%J{ — i any lashion — it 15 not
¥ W aiways what appears to the

eye, but what s also felt. It's that
INtrnsic s hing that sets one or
another apart, gives it a twist and

keeps your attention.
In our

1 for this year's Show-

room of the Y!.‘,zll' |1€)!'\Clr'ﬁ Wwe Came

upon a company with a unique
story, and a foundation buslt upon
2 God and humankind, Nick

Leep, an Indiana gentleman who

SEIrvic

wanted to open a store built upon
hus conviction of helping others,
founded Leeps Supply Co.in 1954,
“My father wanted to start a com-
pany to serve people and the com
iTH s Ruih (L eep) Hamstra,

shter — who, along with
wothers and four sisters, make
up the Leeps farmily.
Fast-farward 1o 2020,
ambing S

tor based in High

1
ply

eeps

land, Ind family-owned and

-operated. Ruth Harnstra, along with
her husband, john Hamstra, run the
family business, Ruth's son John Jris
now the third generation to carry
on the tra

hition,
The plumbing distributor has
three showrooms. 89 employ-

ees and two warehouses totaling
75,0000 square feet. Focused
the trade as well as the consuny
sales consist of 35 percent walk-in,
20 percent buiider. and 50 percent
plumber/cantractor, with 1

e than
$2 milhon in sales per year comng
from the Crown Point showroom

The company s
Luxury Proc
American Suj

its first showro

group and the
Assca
s opened in

1989, In 2009, Leeps opened s first
Wat
scale, fully designed

101

ce showroom an up-

and progressive

plumbing showrcom

Saon
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Clean lines, fots of natural light and easy navigation of the showraem floor provide o reloxing en-
vironment in the Crowne Pointe, Ind,, showroom.

The showo

ms are named 1o

Serving with Compassion,
Respect

reflect the spirit and witalty of the

comp.

The secret to the company’s

>0 in all they dao. wiih people on many fevels.
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“Customers would come in and
buy a part. and my father would say
‘Do you know what ta do with #2777
recalls Ruth Hamstra, "He wouild sit
down and draw diagrams to make
sure they understoad how it shoulkd
he installed. He would spend over
an hour with customers — making
sure they had what they needed and
knew how it worked”

Leep was a businessman who un-
derstood people and was a man of
his word, a trait he instillied in others,
He would often do business an a
handshake when times were tough
and customers couldn’t Immedi-
ately pay. "My father would ook the
customer in the eye and have them
promise to pay their bill, and then
shake on it," Hamstra says. "It was his
sense of old-fashioned values and
faith in people and wanting to take
care of them!”

This sense of purpose and guid-
ance extended not only to custom
ers but also to the
company vendors
—who are referred
to as Leeps partners,
Customers are called
guests because the
business is viewed as
an extension of the
Leep's home, and
anyone who walks
through the door is a guest.

There are moments in time that
mark a person,and a time or a situ-
ation that reaffirms one’s mission.
Nick Leep had an experience that
touched tun to the core. In the mid
'60s, he had moved the company
into a new location and was setthng
in. One day, while he was outside
the store, a gentleman asked him for
money to help tide him over. Gener-
ous as abways, Nick abliged. and the

“IT'S WHAT WE LIVE
BY EVERY DAY —
FAITH, HONESTY,

COMPASSION AND

KINDMNESS.”

- RUTH HAMSTRA

gentleman locked him in the eye
and said," The Lord is going 1a bless
your business. The man turned and
walked away and Nick, taken aback,
was silent for a moment.

When he loaked up, the man was
gone — no trace ol him,

It was a pvoial moment as his faith
ran deep, and he carmed the story in
his heart."When my
father started the
business, he: desired
to honor the Lord,”
Hamstra says."And
he did it by honoring
people and respect-
ing people. serving
thern as best he
could”

And it shows.

When Leep passed away, the sto-
ries of s compassion and dedication
to people were heartwarming. Harms-
tra recalls hearing wonderful stanes of
her father from customers. One such
story came from a customer who
was bulding his house and bought a
waler heater from Nick Leep, who
then helped the customer install it.

it's easy to see that the founda-
tion of the company is carried on

Wa

5 LEEPS suppi¥ showeem 2 .

A

The company mission and focus are proudiy disployed on a wad

within tiee shewsaom.
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through the Hamstras
and john Jr

When asked whal brought John
Jr.back into the business, he quickly
responded: "l was at a funeral for a
friend's father, and they were talking
about what an honaor it was for them
to wark for their father: It's that sense
of family and pride of the individual
who built a legacy. At that moment, |
thought I've always loved working at
Leeps, and it's time to go back and
carry on those traditions.”

"l see my dad here -— his pres
ence and his legacy” Ruth notes."]
see the passian and compassion in
my son for humankind and the com-
pany. and it excites me to see my
father's legacy carmed on.”

Ruth, John

Legacy of Integrity

The company website proudly
states its mission:"Qur goal is to be
the best plumbing supply house by
treating our customers, supphiers and
employees with honesty and respect.
We will never lose aight of what is
important n lfe —people. In pursuit
of excellence, we will continue to
push ourselves to reach the ability
and talents God has given us. Never
compromisng the truth, we will keep
check on integrity We will be able to
accomplish all of the above, by seek
ing to attain our ultimate goal — to
honor God in all we do”

Faith plays a significant role in the
heartbeat and soul of the company
- its founder wanted to carry out
the mission of doing God's work to
help humankind. It translates inta
the company cufture — of taking
care of employees and guests, as
well as its partners. Employees. in
turn, live the lifestyle by taking care
of guests in all ways.

It's not unusual for Ruth and john
Harnsira to say a prayer for their em-
ployees and customers befare feaving
for work It's 2 behavior of carng and
developing relationships extending
beyond the 9 0.5 business how's that
sets L eeps Supply apart.

“We listen to our guests and
understand they can purchase prod-
ucts anywhere, but when they walk
through our front door; they are an
extension of our family”’ Ruth says.
A wall in the shawrcom has words
of kindness and faith written all over
it."It's what we live by every day —
faith. honesty, compassion and kind-
ness,” she notes.

The Showroom Experience

When a guest enters one of Leeps
Supply's WaterPlace showroom, she
is greeted by the “vice president of
first impressions,” — the showrcom
coordinator."Each customer receives
the same attention — all of our
attention,” explains Doug Van Der
Weide, showroom manager of the
Crown Point store."When it comes
to WaterPlace, people are the artical
factor to success — this includes our
employees as well as our custom-
ers. Our full focus 1s on each guest's
needs and beyond: we take customer
service one person at a time.”

The Crown Point showroom is
stunning — with vignettes designed
o encourage interaction and cre-
ate an experience with matenals,
product and settings. More than
40 working displays feature faucets.
showerheads — and a full immersion
bathroom, where guests can put on
their bathing suits and try out the
waorking bathroom amenifies, such as
ighted mirrors, a body spray shower
with steam and an air bathiub.

Displays are strategically placed to
educate customers on the function
and design of each itern. Forward-
thinkung, the company even has an
aging-n-place shower vignette —
demanstrating that design for pur
pose can have an appealing luxury
feel as well.

The: clean lines and brightness
of the showrcom accentuate the
displays, allowmg for easy navigation
without overwhelming the senses.

“Owur foaus 1s on astomer expert
ence. hospialiy, design educaton and
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A large working display of showerheads is backlit by the WaterPlace sign, which is visible frem the
road. The display is alse @ walk-in, and guests have fun in the selection process.

Showcasing products in settings with different textures (wood walls, wallpaper, etc.) allows guests
to experience how design can be applied in their space.

handling quality hxury products,Van
Der Wiede says ."Guests think of
luxury differently now. Luxury is less
pretentious, excellent in design, less in-
dulgent with more attention to quality.
We have showrooms where custom
ers can be educated, expenence the
product, and have a place where the
staff can help you put it all together
— it's our secret to success”,

What catches the eye are in vi-
gnettes with ther different textures
and applications. From showcasing
products in a setting with elaborate
wallpaper or brick surrounds — and
even conarete and dapboard — one
can envision how products would fit
within their space.

Fach showroom is designed with
the same product fines, but with
different colors and styles. Far ex
ample, one showroom may have a
voice-activated faucet, while another
showroom will feature the item as a
touch-free faucet in a different finsh.

Technology is thoughtfully and
thoroughly incorporated into the
showrcom experience. Wi-H-
enabled fixtures can be engaged
with and experienced as if one was
in their own home. Technology goes
one step further with virtual reakty.

“We have enabled virtual reality
io allow our guests to enter a differ-
ent showroom and expenence the
products,” explans Chirs Bengtson,
chief operations officer for Leeps
Supply Co."By weanng a parr of
goggles, we can transport our guests

into a tour and walk around our
other showrcoms, and they can see
firsthand the product.”

There are tags on the products and
when a guest focuses in, it will provide
messaging Leeps specifically wants to
highlight on the product or the brand.
“This step allows us to focus on our
vendor partners, as well as provide an
in-depth customer experience — a
deeper dive into the value add we
have at Leeps!” he notes.Virtual reality
also can be experienced on ane’s cell
phone, tablet or computer

While Leeps Supply was an early
adapter of the Intemet and online
selling, in the early 2000s ¢ decided to
get out of the ecommerce business.
Instead, it 1s making its mark by having
an engaging website and social media
presence. The object of this strategy
was 10 convey the company cuiture,
persorality and abiity online, then
extend that nto the brick-and-mortar
stares to fulfill and exceed customer
experience and expectations,

Under the helm of Josh Connell,
the website allows guests 1o schedule
appontments and provides access to
the wrtual reality showrsoms. It also
allows |Leeps to engage customers
through personalized marketing mes
sages and campaigns. Under his gud-
ance. the website channels guests to
enter a showroom, allowng for the
full Leeps expenence.

Forging Career Paths
Leeps bekeves its employees are
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wiial to the company’s success. As
such, it prowides traming, advance
ment and support 1o help employees
achieve their personal best."We be-
lhave in making a path for employees
1o advance within the company,” says
John Hamstra, |r: He developed train
ing tracks allowing employees who
are interested in another area of the
busines to obtain the knowledge and
tools needed to step into the role
when it becomes available.

“We're going to start 1o promote
the people who are already a part
of our family.” he notes."We're try-
ing to do it in a way that invests in
them because they are what's most
impartant to us!”

It 1s a “role-ready” program; when
a position opens up, the employee
who trained for the role can step
n with confidence n having been
prepped for it.

“We understand the importance
of developing people from within;
John has done a great job in creating
a‘role-ready’ bench.” says Bengston,
adding that it's one of the biggest
mitiatives for the company — helping
its team members, providing a track
for success and ensuring the company
culture remains rue 1o its mission,

The distributor also includes hands-
on, classroom and video training to
keep its employees well-informed on
products and industry trends.With a
training center located in each show
room. it's easy to have speakers and
special guests conduct serminars. All
the training and education provide a
sold knowledge base of product and
use, which, in turn, provides customers
with the information needed to make
deasions not only on style, but form
and function as well.

Leeps draws upon the resources
of its buying group, The Luxury Prod
ucts Group, as well as its member:
ship 1 ASA to strengthen its roots.

“Being a part of LPG has helped
us not only in its buying group
aspects but alsa for networking”
Bengston explains.“The ability to
glean information from other mem-
bers on situations and challenges
we are facing, as a company and an
industry, is so important.”

Jeff MacDowell, LPG exacutive
director, says:” What most impresses
me about the WaterPlace showraom
1s that | continually use so many parts
of it in my best practice discussions.
From the excellent sales team. to the
designer's cub, to the experience
room, to the tad! that they educate
customers on hghting and plurmb-
ing seamlessly in thewr showroom. |
use WaterPlace/ Leeps Supply as a
bencimark for other showroams,

Lusaury Products Group is thrilled to
have them as part of the team.”

Community involvement

The company is all-in when it
comes to giving back to the com-
munity that has supported and cre-
ated its success. The community is an
extension of the company.

Stories were told how the show-
rooms are utihized for designer and
other groups {Ol' meetmgs and so-
cal gatherings.

The wholesale distributor part-
ners with Habitat for Humanity and
hasts a day where its employees and
families come tagether to assist in
a house build. Another organization
it supports is Mommy's Haven, an
arganization for young, unwed math
ers. Leeps utilizes its Crown Point
WaterPlace showroom to host a
Woman's Night Out Fundraiser ta
help support a home built to house
the young mothers.

The company also developed an
in-house charity called Leeps Cares
i which it raises funds for any em-
ployees who may have economic
hardships.

Small Touches

There is a thoughtfulness extend-
ing throughout Leeps Supply Cols
showrooms and employees that
captures the spint of taking care of
people. The ladies’ bathroom at the
Crown Point showroom is a calm-
ing, luxury experience, the wallpaper
has embedded Swarovski crystals
in its design — upgraded elegance.
The distrbutor is always thinking of
comfort in taking care of others; the
room also has a luxury armchair lor
nursing mothers,

John Harmstra is present while
I interview the group for this fea
ture, his wife but remans in the
background, allowing others to tell
the company story He brought the
company culture to life when he
saw a contractor had arrived at the
plumbing counter; at which point he
left the interview. He greeted the
individual — and helped him load
water heaters onto his truck. Always
there to help — in all ways.

[ ask Ruth the best piece of ad-
vice her father gave her: She leans
in,smiles and says,"My father was
my hero — a wonderful man who
always went the extra mile to help
peaple. He told me, and 1t sticks with
me to this day, that kindness is the
secret to success!”

Congratulations to Leeps Supply
Co.for its success, and for the kind
ness and compasson it nstils and
delvers. @
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