
Distributor Of The Month . . . The Star Supply Company

"Something Special"
The Star Supply Company of New Haven,
Connecticut, continues to shine brightly
despite stormy business conditions in the
Northeast. Contributing to a bleak
landscape are an atrocious residentia,
housing market, 19 bank failures last year
with 21 failures predicted this year, heavy
layoffs in the defense industry and a
growing glut of vacant commercial office
space. Apparently, Star Supply hasn't heard
the bad news. They're not only surviving,
but growing. Larry Cohen, president of Star
Supply, said, "My father had an expression,
'When you work hard, you get lucky.' lt's
true. When you wotk hard, things happen.

"l make our people aware that we have to
servlce our dealers to death, to make them
feel special. I don't want to hear people
saying 'No, we can't do that. 'We find ways
to make things happen. You can't sit back
and complain, you have to go out and do
things."

Star Supply was founded in '1959 by Larry's
father, Seymour Cohen. Baslcally a heating
and air conditioning business, Seymour also
sold roofing supplies. Larry added, "We got
out of roofing supplies 20 years ago to
concentrate on heating and air conditioning.
In '1989, we added a complete l ine of
refrigeration supplies such as motors,
compressors, expansion valves, controls
and other components for air conditioning,
supermarket and restaurant systems. We
feel that a full complement of parts is
necessary to completely service the air
conditioning and refrigeration market
effectively. In addition to our large stock of
Trane parts it is imperative to have al
service parts the contractor needs. Our
people can advise if it is the correct part to
do the job or substitute to a more cost
efficient part. I believe the added value our
people give the parts department separates
us from our competition. We operate the
refrigeration department and parts counter
separately from the HVAC counter. This
allows the contractor to get in and out
quickly and have a specialist help him with
his needs.

"We have four outside salespeople who
cover HVAC and one who sells
refrigeratlon. We also have a sheet metal
shop where we do custom fabrication of
ductwork, plenums and transition sections.
It's another service we offer."

Larry notes that Star Supply serves 500
customers and about 85 active Trane
dealers. "We have selective distribution but
we make sure we're covered in all areas of
the market. Our goal is to get as much
Trane equipment and Star Supply goods
into the market as we can. I don't want 300
Trane dealers. I want Trane dealers to be
something special. I want them to have the
same feeling for us and Trane that we have
for them."

In the 10 years before taking on the Trane
brand, Star Supply handled a variety of
brands, doubling and nearly tripling their
sales. Larry said, "We became a Trane
distributor in May 1991 . We were
interested in Trane for several reasons.
Trane makes a quality product. But what
really caught our interest was the fantastic
people at Trane. Switching brands was a
big decision but the professionalism
exhibited at Trane in the way they go to
market is what I want Star Supply
associated with.

"The confidence Trane has had in us and the
support they've given us has created a
great relationship from day one. They've
given us an opportunity to grow and .
believe we'l l double or triple our business
again with increased market share while
continuing to make a profit.

"When we switched brands, I personally
visited each dealer explaining the reasons
for the change and how Trane has
positioned itself for the future. I told them it

The Star Supply Company team, l-r:
Dave Panagrossi, Joe Corniello, Dave
Sullivan, Ray Bernacchia, outside
sales representatives; Dave
Ghambers, operations manager; Jack
Nagy, technical representative; l-arry
Cohen, president; Joe Lipp, outside
sales representative; Ron Ennis,
inside sales representative.

is an opportunity for them to grow their
business and make them a leader in the
marketplace. They realized we hadn't made
a snap decision." As a result of the great
relationship Star Supply fosters with
dealers, 90 percent of the dealers made the
move with Larry to the Trane brand.

Ouality Through and Through
What Trane saw in Star Supply was a
distributor with an excellent reputation,
aggressive, profitable, financially strong and
willing to do what it takes to grow the
business. Larry said, "We never sacrifice
making a profit. Understanding distribution
and knowing how to service dealers are
among the reasons we're successful. We
get the dealer what he wants, when he
needs it.

"For example, we put a great deal of
emphasis on getting our billing correct.
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Dealers need quick, accurate bil l ing so they
can bil l  their customers. That's as imoortant
as the equipment delivery. With our own
delivery trucks and drivers, we can deliver
on-site the next day and, in some cases,
the same day. For example, if a dealer calls
at nine o'clock in the morning with a
furnace that's down and no heat in the
house, we'll have a truck there in less than
an hour. That's serving the customer."

One hundred thousand square feet of fully
stocked warehouse space is another
reason Star Supply excels. "We believe in
inventory. We can't tell a customer that
Trane had a problem on the production l ine
or that they sold out of a model. We have
to prepare accurate forecasts and stock
inventory to support the dealers.

"We support the products we sell with an
in-house training facility. We believe in a lot
of education. Every two weeks we do
training. This week there's a heat pump
training session with over 50 people signed
up. We charge for training and though we
don't make money on it, if there isn't a
dollar value on the training then it has less
value to the students. We run courses on
venting, sizing, how to run a business. . . i t
is very important to educate dealers on all
aspects of the buslness."

"lt 's our job to make sure the dealers
understand and use all the marketing tools
necessary to be competitive, including
finance programs, Trane and utility
company rebates and instant savings
checks. We fully support all Trane
marketing programs. Good communications
is essential to bring it all together.

"Our greatest asset and number one
strength is our people, from the receptionist
to the truck drivers. They're very
conscientious and dedicated to serving the
customer. lf they don't have an answer for
a dealer or customer, they know where to
get it and how crucial it is to respond
quickly. The majority of our people have
been here well over 15 years, including the
first three people my father hired. They all
have a burning desire to grow with the
company and make Star Supply the leading
distributor in the marketplace. Our people
define the word professional.

"The market will come back strong and we'll
be well-positioned when it does. We are
still looking to hire sales people to be
prepared when the market returns. Good
people are hard to come by. In a down

economy it is important to stay aggressive
and increase market share. We're not
waiting for a wake-up call when the
recession ends.

"This is an exciting business. I can't say
enough about this industry and the people
at Trane who have made it even more
exciting for Star Supply " o

The $tar Supply Gompany's
warehouse and parts areas.
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