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 Punching 
above their   
  weight

“clients need to 
understand the benefits 
of both small and large 
pest control companies 

before choosing one type 
over the other.”
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!e pest control market has changed 
considerably over recent years, with larger 
companies who struggle to grow portfolio and 
turnover organically shifting their focus towards 
acquisition as the solution. Shrinkage within 
what is already a small nationwide servicing pool 
has an impact on end-users. As numbers shrink, 
the large company monopoly increases further. 
“!is dominance of the market has the 
potential to allow the large company to increase 
margins at the expense of the end-user. Whilst 
takeovers and buy-outs are nothing new, there 
has been a noticeable acceleration in numbers 
over the last three years” says Henry Mott of 
Conquer Pest Control.

!e national pest control companies are, 
almost without exception, part of a multi-service 
group tagged onto much larger operations such as 
cleaning or facilities management, with pest 
control being only a minor part of the business. 
As a result, their focus on the pest control 
function is often relatively small and customers 
need to be certain they are not just an account 
number, but a valued customer. So, is localism 
the way forward?

With the number of nationwide companies 
being so small, ignoring regional companies 
may be excluding a significant portfolio of 
industry knowledge and expertise from your 
decision process.

When selecting a pest control company, buyers 
can often assume that bigger is better and safer, 
with a balanced, lower risk. And research shows 
that once a company has selected the ’size’ of pest 
control company, they stick with that model for 
many years, even when the provider changes. But 
just like with any commercial service it pays to 

shop around, and to consider companies outside 
those you’d normally pick.

Large companies have clear benefits – they are 
tried and tested, and give excellent risk 
management within the supply chain. !ey 
have access to huge amounts of technical data 
and integrated solutions that encompass building 
management, cleaning, landscaping, the lot. !ey 
also provide multiple support mechanisms 
including replacement sta" at short notice, 
should your usual technician go AWOL.

However, the advent of technology has 
dramatically shrunk the gap between the 
capabilities of small and large pest control 
operators, with access to supplier data banks, 
online networks of independent pest controllers, 
electronic capture and storage of visit reports and 
contract management database systems. Clients 
need to understand the benefits of both small and 
large pest control companies before choosing one 
type over the other.

!is ’independents together’ approach is 
already working well across the country in a 
range of commercial businesses, from fast food 
chains, leisure groups and retail outlets, 
through to warehousing and equipment 
suppliers. !ey have recognised that there is 
an alternative to the big providers, and see the 
results in terms of both enhanced service 
delivery, levels of control and cost.

A phone survey with a range of pest control 
buyers identified ten key service level 
performance indicators they look for in a pest 
control business. We set out how independent 
pest controllers measure up...

                                                 /continued over... 

There used to be a saying ’nobody got fired for buying IBM’. 

It’s become almost a mantra within procurement to buy from 

national or global brands in order to minimise risk and get 

the best service. Simon Forrester, BPCA chief executive, 

investigates if this is still true for pest control contracts.
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1 Response time 
Small, local businesses are usually quick to respond to and solve 
problems due to a smaller chain of command. Top management is 
typically available ’at the end of the phone’ and so able to 
personally handle any situation promptly. Larger businesses can 
be slower to respond to problems and have a long and sometimes 
complex structure of command. Additionally, some ’corporate’ 
policies and procedures may slow down any processes for resolving 
issues and snags that come up in the course of routine work. 
Similarly, independent businesses often work to a di"erent time 
culture than corporate organisations, in that they can a"ord 
additional time with clients, without the pressure of meeting a set 
number of calls in a day.

2 Personal attention
When choosing a supplier, the culture of a pest control company 
is often overlooked. !e small business is built on the foundation 
of being able to give time and attention to its customers. 
Technicians often have the ability to make decisions and vary the 
rules depending on their client’s needs, which may not be possible 
in a large company where standardisation is important.

!e smaller contractor often has a greater stake in the success of 
the contractual relationship and is willing to spend time, and 
commit high-level personal attention to achieve this. 

Martin Harvey of Harvey Environmental Services said “People 
are amazed at the level of customer relationship management a 
company of our size is able to o"er. Unlike many larger 
organisations we provide continuity with a very low turnover in 
our front line personnel, always ensure follow ups are made and 
our business departments are UK based, accessible and 
approachable. We pride ourselves in the ownership of our service 
levels and this really pays dividends for our customers. Business is 
going great, so we must be doing something right.”

3 Specialisation
Many small businesses are small because they are specialists, 
experts focusing on a particular area of pest control. !is gives 
them a competitive edge over larger companies by doing well at 
tasks that are ignored or of no interest to larger companies. !ere 
are some excellent small pest control companies out there with 
huge expertise in specific pest species (e.g. bed bugs, pharaoh ants), 
particular areas of operation (e.g. grain silos, cleanrooms) or 
specialists in a particular niche (soil association certified, 
fumigation). 

Specialisation aside, technicians employed by small businesses 
are also capable of handling a variety of situations as the resource 
levels available to them mean small business owners invest in 
training across a broad range of pest control problems i.e. they 
don’t have to contact a head o#ce budget holder for authorisation.

4 Ease of communication
!ere is often a single point of direct contact o"ered by a small 
business which eases communication for the customers and 

’comforts’ them in supplier 
relationships. !e individual is more 
likely to know the customer’s history, 
able to make a judgment call when 
needed and well versed with each 
subsection within the business, 
primarily because of the flatter 
organisational structure. !is also 
improves accountability.

5 Change management
Small businesses can change direction quickly. Training can be 
quickly procured and delivered with better, immediate reach 
throughout the organisation. A large company will need to invest 
a lot of time, money and e"ort to make even a small change due to 
its organisational structure. Despite this, some small businesses 
are resistant to change, and may not be receptive to new 
technologies or methods of working.

6 Autonomy
A small business enables fast feedback from field technicians to 
management of ’on the ground’ conditions, e.g. an increase in 
localised infestations. !is allows for unbiased, almost immediate 
changes to servicing, delivery of information and prevention levels 
and techniques. Decisions can be made faster, work can carry on 
uninterrupted and employee productivity, and service levels, 
are increased.

7 Financial aspects
Cost is a key driver, but not the main driver. Also, ask yourself the 
question – cost for what? What are you actually buying? 

Larger companies have increased overheads which are reflected 
in the prices. !ey do however o"er significant economies of scale. 
Larger companies set employee targets, for example in add-on 
sales, whereas smaller organisations may be less inclined to set 
such goals. 

8 Brand
For any pest control organisation, reputation is key. But many 
small independent companies operate within a geographic area, 
and so brand is central to personal recommendations, repeat 
business and developing trust. Steve Walsh of Walsh Pest Control 
said “Trust is one of the hardest concepts to prove or sell. It’s 
earned, and big brands have it by definition, so any independent 
will always be trying to catch up. If you have demonstrable 
industry qualifications, the proper insurance and you can 
represent yourself to a customer, then trust can be earned, but it 
takes time, and of course results! !ese days if your prices are keen 
enough (and service contracts aren’t in force), then customers will 
sometimes give you a chance, then it is up to you to show them a 
professional and dependable service.”

David Etherington from Pestek in Leeds said “If a potential 
client asks about service delivery, I say that it’s my business and my 
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reputation on the line if things go wrong. I have to get things 
right whereas a larger company technician is just doing his 
job - he is probably overworked and underpaid. He’ll have a list 
of jobs as long as your arm to squeeze into his day whereas 
when they call me the job takes as long as it takes - and will be 
done correctly.”

9 Support
While large companies have access to extensive in-house technical 
support and back-up should your usual technician not turn up, 
small companies are joining forces to help each other out. Henry 
Mott of Conquer Pest Control said “I now work with other 
independent companies to cover each others’ work and we 
regularly cover contracts for other BPCA members in the event 
of holiday, other absence or the unexpected.”

Richard Moseley, BPCA technical manager said “BPCA 
servicing companies are only allowed to use other BPCA members 
to sub-contract their work, so clients can rest easy that work is 
always being carried out by companies meeting the same standard.”

!is is further enhanced by the density of service sta" within 
specific regions, with localised knowledge, which is superior in 
many of the smaller operators to national providers.

And now technical support is also available to all. Small 
companies obtain much of their technical support from higher up 
the supply chain, with manufacturers and distributors o"ering 
excellent support schemes, or through the BPCA. 

10 Product choice
On occasion technicians working for larger contractors will have 
a prescribed, sometimes limited range of products available to 
them, whereas independent pest controllers have the freedom to 
source professional products from a wide range of suppliers.

Martin Harvey of Harvey Environmental Services said “Being 
restricted to certain types of pesticides and hardware would be 
counter-productive to us. It’s more important to use something 
that works quickly, safely and e#ciently in a specific situation 
rather than trying to ’shoehorn’ a solution out of what may not 
work very well but it’s what is available in the stores. 
Standardisation is great if you’re an accountant or a buyer, but 
in reality getting the job right first time is the cheapest option.”

So, in 
summary...

Don’t immediately discount the small, independent 
company. As BPCA members, they will be as well trained as 
the majors, often having prior experience within a large 
company themselves. Their customer service levels will be 
excellent, and they’ll give a quick response, with instant 
access to senior level employees. When your contract is due 
for renewal, consider the range of options open to you.
 
Remember, size isn’t important – it’s how well you’re 
serviced that counts.
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“Larger companies set 
employee targets, for example 
in add-on sales, whereas 
smaller organisations may 
be less inclined to set such goals.”

Simon Forrester joined BPCA in August 
last year. He has over 16 years’ experience in 
association management, and was part of 
the team behind the award-winning 
magazine Interiors Focus, aimed at 

promoting fit-out contractors. Simon has also spent many years 
writing articles for magazines and the media, focusing on 
developing member awareness among customers.


