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Commitment
to Quality Is
Key to LongTerm Success
in CIPP
Marketplace
BY JIM KALISHMAN

T

he key to unlocking the door to long-term success at today’s modern CIPP company is the same one used by the
industry founders more than 40 years ago — quality. While
cost control is important for understandable reasons, only
by consistently delivering a quality solution can a company
achieve enduring success.
By focusing on quality at all stages of a CIPP project — from
planning to building a team and through post-installation — a
CIPP provider can increase the probability of delivering a great
rehabilitation solution AND achieving profit goals (or better).
Ford Motor Co. founder Henry Ford once said,“Quality means
doing it right when no one is looking.” That can be interpreted
to mean that the act of incorporating quality into a job is so ingrained in a person or company that it’s done without thinking. In the CIPP world, there are opportunities throughout the
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lifecycle of a project when integrating quality can make a big
difference in the outcome. The most impactful areas are in the
planning process, internal and external communications and
team building.
The planning stage of a CIPP job is the starting point for ensuring that quality is deeply rooted in the project. Planning, in its
most basic form, is the conversion of strategic goals and objectives into tactical goals and objectives. It describes milestones,
conditions for success and explains how a strategic plan will be
put into operation during a given operational period, or in the
case of construction, for a specific project. The operational plan
is then the basis for, and justification of, a project budget. Consequently, assuring quality procedures are followed every step of
the way as a project is brought to completion has a direct bearing on the profit earned.
Factoring quality, not just cost, into CIPP project planning
drives decision-making across the board. For example, the performance of the materials and vendors you select can have a big
impact on success. Resins, felt, liner — every product selected
for a job — must have standards set by the company that meet or
exceed the job requirements. Standardizing on a quality material
or vendor, while not always possible, is a great way to proceed.
Sometimes a material may not be the lowest cost option available, but using it affords confidence and peace-of-mind that its
quality is uniform and that it should perform as expected. Losing
a liner during an install because of a deviation from a standard
specification is simply not worth the risk. It’s in this way that
committing to quality can have a direct impact on the profit of
a CIPP job.
There’s an old adage from the late Margaret Thatcher, a former
Prime Minister of Great Britain, to “Plan your work for today, then
work your plan” and that advice applies well to the CIPP process.
Selecting the materials during planning is just the first step in
ensuring quality because these materials must ultimately be installed correctly. So it follows that part of the planning process
needs to be directed to creating clear instructions, guidelines
and documentation for material usage and installation. Everyone,
www.trenchlessonline.com
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from the estimators to field personnel,
needs to understand best practices for
every type of material used.
Planning a CIPP job also relies on coordination and efficiency to maximize
profitability by reducing setup and mobilization costs. Embedding quality into a
process that is focused on speed is challenging. However, the key is to recognize
constraints, such as extended cure times,
and plan for them or else they will have
a ripple effect on the schedule and, ultimately, on profitability. Certainly, it
doesn’t make sense for a CIPP crew to
shorten recommended cure times in order to meet an overall project schedule.
If everyone is thinking about quality first,
these sub-optimal decisions won’t be
made. Making sure that specified installation guidelines are ALWAYS followed is
part of quality and should ALWAYS take
precedence over haste. Again, proper
planning will invariably help installation
crews avoid problematic situations.
All the planning in the world does little
to influence a job without proper communication. CIPP projects truly require
a contractor to practice 360 degrees of
communication. As the quarterback of
the team, a contractor must have continuous two-way communication with
customers, vendors, field employees, the
engineering firm and other internal resources. Communicating an expectation
of quality at all times will make sure that
everyone is on board to make the best
decision and, therefore, open to input
from others.
Updating and reporting to customers
is critical to effective communication.
Transparent and consistent updating and
reporting at every stage of planning and
construction leads to sound decisionmaking. Central to this effort is the accessibility of internal resources to external
partners. Superintendents, project managers, executive leadership and all key
members of a project team need to be
accessible so that information is never
more than a phone call or e-mail away. In
this day and age, it doesn’t make sense
for anyone to not reach out when making
decisions.
Finally, infusing a commitment to quality into a CIPP team by effective training,
knowledge transfer and empowerment
to make field-level decisions can produce
results that are both professionally and
economically rewarding. Training creates
a consistent level of quality throughout
the organization and makes sure that
best practices extend to the field. For example, engineers most familiar with the
technical aspects of an inversion underwww.trenchlessonline.com
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stand the best pressure or curing temperature for a certain type of liner. As they
learn from experience about new optimal levels for these measures, a corporate
focus on quality would immediately lead
them to develop plans for field-training
or incorporating the new information
into their future estimates. It’s a mindset
that information is for sharing.
If a company commits to training, the
knowledge transferred among employees leads people to feel prepared and empowered to make decisions. Empowerment leads to better performance when
CIPP teams are in the field and forced
to make critical, split-second decisions.
While CIPP projects follow a similar
process, there is often a crucial nuance

that requires a crew to make an on-thejob decision — far, far away from corporate headquarters — that could make or
break a successful installation.
When an organization is focused first
and foremost on quality, the profits will
follow. Aristotle, the ancient philosopher,
stated that “Quality is not an act, it is a habit.”That concept is as applicable today as it
was more than 2,000 years ago. If you can
incorporate quality throughout the CIPP
process, you have a great opportunity to
provide a great rehabilitation solution
AND achieve your profit goals.
Jim Kalishman is chief information officer at SAK Construction,
O’Fallon, Mo.

IN THE CIPP WORLD, THERE ARE OPPORTUNITIES THROUGHOUT THE LIFECYCLE OF A PROJECT
WHEN INTEGRATING QUALITY CAN MAKE A BIG DIFFERENCE IN THE OUTCOME.
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