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sk the owner and CEO of one
of the nation’s larger inde-
pendent portable restroom
companies for his key to 

success and he’ll answer in one word:
Accountability.

Mike Pauling, of Biffs, Inc. in
Shakopee, Minn., in suburban
Minneapolis, uses quality assurance
programs and software to ensure
accountability in his operation. 

That approach has helped Biffs to
grow into a major player in its market.
The company covers a 50- to 75-mile
radius from Minneapolis, serving con-
struction, special events, parks and
recreation, and commercial clients.

Biffs owns nearly 5,000 portable
restrooms, 85 percent from Satellite
Industries Inc., and the balance from
PolyJohn Enterprises Corp. and
PolyPortables Inc. The units are deliv-
ered and serviced out of two locations
in the Twin Cities area. 

The fleet includes 40 restroom
service trucks, four Mack roll-off
trucks, and six GMC pickup trucks.

Sixty percent of the service trucks are
Fords, and the rest Internationals.
Mike has been buying International
4300 class trucks for the past five years
with 1,250- or 1,600-gallon modules.
He works with Satellite to modify the
trucks for restroom service. 

CHECKING AND GRADING
In recent years, the company’s own

software program has helped manage
the operation and hold management
and service personnel accountable. 

“Over the past four years, we have

developed and implemented a soft-
ware system called Wizzen,” says Mike.
“This program helps our logistics
department to set standards for what
each service person can do in a day. It
also provides a trip plan, putting all of
the units on each of the routes in
sequence. They also get an estimate of
miles on the route and how long the
route should take. This holds manage-
ment accountable to the drivers and
helps make their job easier.”

Biffs, which has 64 employees at
the peak time of the year, also has
quality assurance inspectors in the
field and in the office. The field QA
manager checks on up to three drivers
daily, gathering information to down-
load to a computer at day’s end.

“We check and grade the job our
service people do every month,” says
Mike. “Those scoring below certain
levels may be put on probation. We
also provide training in the areas

where they have been weak. All this is
handled very professionally and
respectfully. The process has resulted
in better service to the customer.”

The office QA manager coordinates
field quality assurance and monitors
in-house service between groups. “We
have our sales and customer service
group, and we have our operations and
logistics group,” Mike explains. “There
is always a tension between the two,
because sales makes the promises 

and field service and logistics have to
perform.”

Because the company is very busy
eight to nine months out of the year,
conflict often arises. “We need a referee,
and we need to make sure the commu-
nication is appropriate between the two
groups, because in addition to serving
the individual needs of the groups, we
are serving our customers,” Mike says.
“That’s what we try to keep focused on
and that is what is important.”

“THE ASSURANCE OF 
REGULAR, RELIABLE SERVICE

CAN BE TRACKED AND
REPORTED. NOTHING EVER

IMPROVES UNLESS IT IS
MEASURED, MONITORED 

AND REPORTED. THE SYSTEM
PROVIDES THE ASSURANCE
THAT REGULAR, RELIABLE

SERVICE IS RECEIVED.”

Mike Pauling

Only theBest
Biffs, Inc. satisfies customers by delivering excellent service
under a company culture built on quality assurance and accountability 

By Carol Brzozowski
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Power washing (demonstrated by technician
Mario Godoy) pays dividends for Biffs, Inc.
It’s part of the company’s culture of quality.

Biffs restrooms stand at attention in front
of the Minnesota State Capitol building.

Biffs, Inc.,
Shakopee, Minn.

Owner: Mike Pauling
Years in business: 18 
Services: Portable sanitation, rental of roll-off boxes
Service area: 50- to 75-mile radius from 

downtown Minneapolis
Employees: 64
Affiliations: Portable Sanitation Association International, 

Builders Association of the Twin Cities,
Minnesota Minority Supplier Development 
Council, Minnesota Pollution Control Agency

Web sites: www.biffsinc.com, www.biffsboxes.com
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SOFTWARE MONITORS SERVICE 
The Wizzen software helps every-

one stay focused. By way of interactive
GPS pads in each truck, it records the
time every service was performed, how
long the driver was on each site and
the service address. 

“This holds the driver accountable
to management, and we are now being
more accountable to our customer,”
says Mike. “The assurance of regular,
reliable service can be tracked and
reported. Nothing ever improves
unless it is measured, monitored and
reported. The system provides the
assurance that regular, reliable service
is received.

“If a customer has a complaint,
naturally we respond, but we can also
double-check to see if in fact we did
not provide the service or if it was just
inefficient. We can also tell the caller
that we were there from 11:07 a.m. to
11:19 a.m. and we cleaned two units.
But that only tells us we were there and

that the pump was on; of course, we
will go back out and deal with the com-
plaint on service.” 

Customers can get a print-out of
the service schedule on a job or unit.
The software gives Biffs immediate
access to the customer’s service histo-
ry, the corporate office address, and
other locations and site names. It also
stores e-mail addresses of job site
superintendents, purchasing agents
and project managers.

CLEAR EXPECTATIONS 
Besides improving service, the 

software helps put all employees on a 
level playing field. “Everybody has the
same expectations; they know we are
measuring, monitoring, and report-
ing,” Mike says. “We don’t employ bad
people, but sometimes things happen,
like when someone is in a hurry.”

The technology has saved Biffs 
dramatically in operations labor (the
biggest expense) and customer reten-

tion. “We don’t lose customers, because
our drivers go out there knowing we
are measuring them and they perform
to that,” Mike says. “People don’t mind
paying for good service, but it has to be

good. There’s only one way to provide a
service that protects the health, welfare
and dignity of people, and that is to
provide it perfectly. That should be a goal,
and I have always pushed on that.”

No Give-Aways
Besides Biffs, Inc., Mike Pauling owns a roll-off box service company, Biffs

Boxes, which began in 2000. The company rents more than 200 roll-off units and
shares a customer base with the portable sanitation business. “It has done very
well for us and we are very pleased with it,” Mike says.

In deciding to go into the roll-off business, Mike noted that the restroom busi-
ness had a dominant market share. “We could continue to try to grow, but it would
probably be at the expense of price,” he says. 

“What it came down to was that when we rent a restroom, often they would tell
us to put it by the Dumpster. Or the same person generally that was ordering the
restroom would also be ordering the roll-off. It was a diversification with customers
we already had; we were just adding one more service to meet their needs.”

Mike doesn’t give one service away to attract clients for the other service. “If
someone orders the roll-off box, we don’t give them a restroom,” he says. “People
need to pay for what they get and then expect good service, because they will only
get that from people charging appropriate rates. We believe that adamantly. 

“We don’t provide free hand sanitizers or free trash containers, because they
are all an expense to us. People need to know that if they get a service and a 
product, it will be worth it if they pay an appropriate price.”

“WE DON’T LOSE CUSTOMERS, BECAUSE OUR DRIVERS 
GO OUT THERE KNOWING WE ARE MEASURING THEM 

AND THEY PERFORM TO THAT. PEOPLE DON’T MIND PAYING
FOR GOOD SERVICE, BUT IT HAS TO BE GOOD. THERE’S 
ONLY ONE WAY TO PROVIDE A SERVICE THAT PROTECTS 

THE HEALTH, WELFARE AND DIGNITY OF PEOPLE, 
AND THAT IS TO PROVIDE IT PERFECTLY.”

Mike Pauling

The office staff of
Biffs, Inc. and sister

company Biffs Boxes.

Technician Cesar Torres makes a service call. Dual-side service trucks help prevent 
accidents by minimizing the need to back up. 

Biffs, Inc. and Biffs Boxes now meet two key needs of both construction sites and special events.



Biffs also offers its clients value
through marketing efforts such as web
sites. “More people today are looking
for confirmation of the veracity of who
they are doing business with,” Mike
says. “If you are going to buy some-
thing and one company has a web site
and another company doesn’t, the
odds are that you will call the person
who has a web site.”

Mike believes his is the only com-
pany that details its service procedures
online. “These procedures are the core

of our training program and constitute
commitment to our customer: This is
what we will do every time we perform
a service,” Mike says. “If we don’t, we’ll
come back and do it again.” The web
site lists detailed specifications and
pictures of the restrooms, plus refer-
ences from clients in specific sectors. 

APPROPRIATE PRICING 
The combined strategies are effec-

tive: Sales have been up significantly.
Meanwhile, the company insists on

charging appropriate prices for the
level of service it provides to cus-
tomers. Biffs has increased its prices in
each of the past three years. 

“It’s a matter of respecting what
you do,” Mike points out. “If a cus-
tomer tells us someone is cutting our
price, we ask them if we can help them
save even more money by calling some
other companies for them if they only
want to buy the lowest price.”

Customers react in two ways: They
accept Biffs’ service or they try a lower-
priced company. “Even if it’s 25 percent
of the time they stay with us, that’s
good, because we’ve got to keep our
company and the industry on a stable
growth pattern,” Mike says. “People are
not charging appropriately for their
services. I know there are certain parts
of the country where people are charg-
ing prices that were being charged 20
years ago. 

“We cannot allow our customers to
not pay a fair price. It’s very important
that everybody looks to themselves to
make sure they are charging appropri-
ately and not over-reacting to compet-
itive pressures by just dropping prices
and giving things away.”

QUALITY UNITS 
The best service at a fair price

includes quality restroom units. Mike
prefers a modular design that can be
repaired quickly and easily over a long
period of time. He also looks for a
seamless design and minimal texture
on walls and doors where dust and dirt
can gather. 

Every Biffs restroom includes a
hand sanitizer. A label above the sani-
tizer tells users that if the unit is not in
service, they can see the site superin-
tendent. For 35 cents a day, the customer
can activate the sanitizer. Sixty-five
percent of customers pay for that feature.

Another Biffs innovation is the
“hover handle,” designed to account
for people who do not like to sit on a
portable restroom seat. Mike’s wife
Diana came up with the device, which
consists of a handle bolted through the
restroom door. Biffs has all its vendors
install “hover handles” on their units. 

In addition to standard restrooms,
Biffs has deluxe equipment, such as 
a 32-foot restroom trailer built by
Ameri•Can Engineering. It has heat,
air-conditioning, AM/FM radio, CD
player, fresh water capability, and a

make-up area with wall-to-wall mirrors. 
Mike notes significant growth in

units that comply with the Americans
with Disabilities Act: Biffs has seen 20
percent more requests for such units
over this time last year. He attributes
that to mandates under which park
systems that receive federal funding
must provide ADA-compliant facili-
ties. He also sees more sales offices 
and home construction sites renting
ADA units.

Biffs also uses tank systems that
have fresh water and waste tanks that
enable flush toilets and hand-washing
sinks. 

ALL IN THE FAMILY 
Mike believes in service to the

industry. He is active in the Portable
Sanitation Association International,
and he won that group’s 2003 M.Z.
“Andy” Gump Award for Distinguished
Service. 

The entire Pauling family has come
into the business, which Mike started
in 1986. Diana joined in 1996 after 18
years in another industry. She helped
develop the Wizzen software and now
serves as company president. 

“Diana is a systems and process
person,” Mike says. “Her efforts have
had a dramatic and positive impact on
the development of the company and
its profitability.” Daughter Heather is
chief operations officer, and son Derek
is chief financial officer. 

Mike’s goal for the future is to
ensure continued profitable growth.
With a reputation for quality service
and a culture of accountability, it is
easy to envision that goal being met for
years to come. ■

“PEOPLE ARE NOT CHARGING
APPROPRIATELY FOR THEIR

SERVICES. I KNOW THERE ARE
CERTAIN PARTS OF THE

COUNTRY WHERE PEOPLE
ARE CHARGING PRICES THAT

WERE BEING CHARGED 20
YEARS AGO. WE CANNOT

ALLOW OUR CUSTOMERS TO
NOT PAY A FAIR PRICE.”

Mike Pauling

Biffs’ restrooms at the Taste of Minnesota event on Wabasha Bridge in St. Paul.

Part of the setup for the Twin Cities Festival.
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