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Affordable Spas joined the Caldera® family in 2015. 
Cindee and Robert are two extremely driven individuals 
who have been laser focused on taking their business 
to the next level ever since.

They made an important decision to take part in 
an Retail Performance Optimization (RPO) with 
Mario Maichel and Molly Nester and have worked 
hard to initiate changes now and for the future. This 
includes exterior and interior showroom modifications, 
increased personnel, adding more custom wrapped 
service vehicles, and increased marketing for their 
business, to name a few.

One thing that separates them from many others 
is their customer service. Their goal is to provide an 
outstanding ownership experience for their customers. 
Currently, they have more than 130 5-star reviews, 
which is no easy task. When Scott Iverson issued a 
challenge of who could get ten reviews the fastest,  
they immediately accepted. Not only did they do it in  
two days, but they were also all five stars!

During the past year, Affordable Spas has continued 
to stay focused on marketing and promotions. They 
use mailers, local radio advertising and social media 
to communicate well-crafted wellness, lifestyle and 
product-focused messages.

They also have a true commitment to their 
community and will donate 1% of all spa purchases, 
in that customer’s name, to one of three non-profit 
organizations they are actively involved in. 

Supporting their community is particularly important 
to them. They believe in supporting these organizations 
because they have significantly contributed to 
stronger, healthier families and the overall health of 
their community.

They have done all this while one of the owners has 
battled through health issues in the past few years. 
Cindee is an absolute inspiration and together with 
Robert’s unwavering support they are going to continue 
to thrive!

Congratulations to Affordable Spas in Redding, 
California, along with owners Robert and Cindee 
Andrade – our 2021 Caldera Western Area Dealer  
of the Year. 

Area Dealer of the Year, West.
AFFORDABLE SPAS By Kevin Paganelli

Top Photo: Robert and Cindee Andrade
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There are some dealers we would like to clone, and 
Hot Spring Spas and Pools LLC sure is one of them. 
This dealership loves the Caldera® Spas brand, and it is 
passionately represented by one of the best sales duos 
in the industry. They are passionate about training, 
professionalism, creative marketing, and competition. 
 
Throughout 2021 they were very active and creative  
in their response to this unique selling environment. 
They were consistent and aggressive across their 
marketing efforts, increasing social and digital 
marketing to better reach outlying smaller markets 
in their area. They committed to focusing on “Why 
a hot tub?”, “Why Caldera?”, “Wellness” and “Come 
to Life” messaging to cement buyers’ desire and limit 
cancellations during extended waits for delivery. They 
integrated Podium to help speed up sales and collect 
more customer reviews, and now use DocuSign to have 
invoices signed remotely. 
 
In the showroom, they kept a variety of models on the 
floor to give shoppers comparisons and utilized floor 
posters to show models they did not have on display. 
They also upgraded their showroom experience with 
the use of large screen monitors and displayed shell, 
cover, and cabinet samples. 
 
Shipment information was organized visually to ensure 
accurate and timely communication to buyers, with a 
specific focus on communicating shipment timeframes 
to waiting customers to prevent complaints and 
cancellations. They purposefully under-promised 
shipment dates to set realistic expectations and be 
able to deliver good news of “early” arrival. 
 

In their service department, they use processes to 
focus on the needs of the customer. The repairs and 
services are executed in a timely and professional 
manner, and the service staff stays current and 
knowledgeable. They are always willing to help other 
dealers in the area as a resource for service-related 
questions.

 We cannot think of a Caldera dealership more 
deserving of this recognition during these times than 
the outstanding team at Hot Spring Spas and Pools - 
congratulations!

Area Dealer of the Year, Central.
HOT SPRING SPAS AND POOLS LLC By Cory Campbell

Melissa Hutzenbuehler, Dawn and Casey Staige.
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To be a contender for Caldera® Area Dealer of the Year, 
a dealer must have an entrepreneurial spirit, the drive 
to continuously get better, and the ability to execute on 
a plan.

Many of you know that the work of transforming a 
business is difficult. There are many companies out 
there that just turn on the open sign and hope for the 
best - the hard and disciplined work of being strategic 
just never becomes the business owner’s focus. Flohr 
Pools is not one of those businesses.

Like many of our customers, Flohr Pools was 
historically a pool builder first and a hot tub dealer 
second. The pool business ate up most of their time, 
money, and resources. But sometime around 2014, 
after attending the annual dealer conference, a light 
bulb came on. They decided that spas could and would 
be the major growth engine of their company.  So, they 
began the arduous process of doing the work to 
transform their business. First, they sat down and 
identified their retail gaps. They asked themselves, 
“Are we marketing enough?”, “Is our staff trained 
correctly?” and “How do our showrooms stack up?”

After a few years of noteworthy success, they were 
selected to participate in a Retail Performance 
Optimization (RPO) with Molly Nester and Mario 
Maichel in 2018. In a short period, Flohr Pools went 
from treating spas like a side business to making it a 
true profit center.

Today looks quite different at this dealership. They 
have two weekly sales meetings, one for managers and 
one for sales staff. They manage a robust marketing 
calendar which includes digital, in-store, and off-site 
promotions. Sales training is done consistently on 
a weekly basis, and in 2020 they undertook a new 
transformation – this time into a wellness company.
 

What was the result of all this hard work? From 
2014 to 2019 (pre-COVID), sales went up over 85%. 
And while that is an impressive number, we are most 
impressed with the work, the planning, and the 
execution thereof to reach the results they are now 
seeing year after year. It is our esteemed pleasure to 
award the Caldera Spas Northeast Area Dealer of the 
Year award to Flohr Pools!

Area Dealer of the Year, Northeast.
FLOHR POOLS By Chris Polito

The Flohr Pools Team

(Left to Right): Josh Sherman, Rowan Barnhart, Megan Rogers, 
Travis Knight
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Southern Pools & Spas is a shining example of doing 
everything “right” in retail. They show consistency, 
growth, and excellence at every level. When coming 
to work each day, they are always looking for ways 
to improve and grow their business by planning and 
executing effectively.

They put customer service at the very top, knowing 
that if they take care of their customers, the word 
will spread. They give their customers not only a great 
buying experience, but also an excellent ongoing 
experience while maintaining and servicing hot tubs. 
This shows in their reviews, with over 300 Google 
reviews and a 4.9-star rating.

When it comes to showroom, Southern Pools & Spas 
has branded themselves a Caldera® Spas destination 
and made it a point to keep hot tubs on display. At 
any given time, you will see 15 – 20 spas on display, 
with several filled and ready to use along with wireless 
music, cover lifters, handrails, umbrellas, and matching 
steps.

The team hasn’t stopped advertising during the 
pandemic. They’ve always done a fantastic job on 
social media and increased their spending over the last 
two years along with running ads on local television 
stations. Posting their spa deliveries and creating 
contests on Facebook has helped them build a strong 
following. It’s amazing – when they create a Facebook 
post featuring a specific spa they want to sell, it’s 
usually sold within one day. They engaged a marketing 
agency two years ago to help plan and execute their 
marketing efforts and it continues to pay off. They 
always have some type of promotion running to create 
excitement for their staff and urgency for a customer 
to buy now. A few examples are: “Hot Tub Stimulus 
Sale”, “Spring into Saltwater Sale”, “Raise Hell Praise 
Dale Hot Tub Sale”, and a successful “Black Friday 
Sale” for the last two years.

Financing has also been a big part of their success 
for the last several years and they always make it a 
point to incorporate this into their marketing efforts, 
showing a customer how easy it is to own a hot tub.
 
They are on the Design Studio LDP program, which 
manages their website to keep it current and engaging. 
Their website is easy to navigate and does an excellent 
job showcasing their business, products, and services.
 
Southern Pools & Spas has grown from a staff of 
four to twenty employees in just three years. They’ve 
created a team environment of showing appreciation 
so that all employees know that they are contributing 
to the success of the company. All this success has 
allowed them to continue to grow, and they recently 
opened their third location.

This team is no stranger to the stage. In 2020, they 
were featured at Thrive in our dealer spotlight breakout 
session and were the proud recipient of this same 
award for 2019.  Congratulations to Southern Pools & 
Spas, the Caldera Southeast Area Dealer of the Year!

Area Dealer of the Year, Southeast.
SOUTHERN POOLS & SPAS By Pete Papineau

(Left to Right): Josh Arnold, Rick Singleton, Cory Singleton



5

The Denver-based International Hot Tub Company 
didn’t let a mere global pandemic or lack of hot tub 
inventory stop them from coming up with creative 
strategies at every step of the sales process. When the 
factory said, “No hot tubs,” this award-winning team 
answered, “No problem!”
 
We want to honor these marketing pros for rising to 
the challenge of keeping sales teams motivated and  
hot tub orders flowing with these winning strategies:

Monthly Themed Campaigns. IHT kept energy high 
and the showroom busy with monthly promotions. 
Gifts, decorations, and refreshments fit the themes - 
which included a Wellness Weekend with massages, 
free hand sanitizer and branded masks, Spring Offer 
with gift bags containing flower seeds, spa scents and 
ducks, and a Super Summer Sale where customers 
enjoyed popsicles and cool treats.

Rolling Out The Red Carpet For A Special Event.  
To show how much they value their customers, this 
Colorado dealership hosted a VIP night complete with 
refreshments, massages, gift boxes, and a special one-
night-only promotion that resulted in an impressive 13 
hot tubs sold.

Virtual Display Rooms Feature Everything But The 
Water. A lack of display spas was a challenge easily 
overcome by these savvy marketers. Taking a cue 
from a nearby Tesla showroom, IHT created a viewing 
room where shoppers could “immerse themselves” in a 
virtual hot tub experience on the big screen - complete 
with mood lighting, snacks, and theater style seating.

Frontline Worker Giveaway Generated Warm 
Community Vibes. IHT scored big points with the 
Front Range frontline workers by encouraging 
community members to nominate a deserving frontline 
worker to receive a Freeflow spa. Promoted on social 
media, the giveaway generated 86 nominations, and 
plenty of positive buzz in the community. 
 

Keep The Leads And Reviews Coming. It’s no secret 
that positive reviews bring in customers, so to 
streamline the review process, IHT left signs with 
QR codes at the front of each store and added a chat 
feature to the website to request reviews and chat 
with customers.
 
Bonus And Spiff Programs Keep Spirits High And 
Staff Motivated. Fun incentives included a “12 Days 
of Christmas” spiff, with gift cards and lottery tickets 
awarded for the first hot tub sold each day - resulting 
in 18 tubs sold over the 12-day period.  They also ran 
a Spiffy Saturday over a two-day window with cash 
incentives for sales staff that resulted in 25 hot tubs 
sold over a single weekend.

A Toast To The Team At International Hot Tub Co. 
It goes without saying that these winners of the 
Caldera® Marketing & Promotions Award are excellent 
marketers and brand champions. They plan, they 
execute— they never give up. Congratulations to the 
team at IHT!

Marketing & Promotions Award.
INTERNATIONAL HOT TUB COMPANY By Steve Stigers

(Left to Right): Kevin Paganelli, Jim Ritzus, Rich Hiner, 
Ricky Hiner, Debbie Hiner
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When a dealer is committed to delighting customers at 
every step of their purchasing and ownership journey 
- before, during, and after the sale - it shows up in 
reviews, referrals, and repeat sales. We have plenty of 
evidence that the recipient of our 2021 David Soule 
Service Excellence Award went above and beyond 
when it came to providing customers with excellent 
service. Watkins’ Customer Service has great things to 
say about the Water by Design Team, and hundreds of 
online reviews tell the same story!  
 
Here are just a few of the processes put in place by 
this stellar dealership to keep customers informed and 
positive as they wait for their first relaxing soak in their 
new Caldera® spa:   
 
Order Tracker Keeps Customers In The Loop. From 
order to delivery, customers can use the Water By 
Design web site to track the progress of their hot 
tub. With long waits, and family members eagerly 
anticipating their new hot tub’s arrival, relieving 
customer anxiety and building trust is especially 
important. The online tracking tool gives customers 
tangible evidence that their order is progressing and 
keeps them engaged and informed while waiting.   
 
Don’t Call Us, We’ll Call You! For Water by Design, 
follow-up is a standard process for proactive 
conversations with customers. Each salesperson 
follows a prescribed checklist to keep the customer 
informed monthly with key information provided every 
step of the way.  
 
Technology Keeps Everyone On Track! Water by 
Design uses House Call Pro, an interactive software 
system that keeps everyone connected. This software 
keeps everyone on track, making sure staff members 
reach out to customers before they think of calling the 
dealership.  
 

Keeping The Team Engaged And Informed. Keeping in 
touch with the team through informal chats, bi-weekly 
breakfast meetings and quarterly full-day meetings 
and training keeps morale high and ensures that 
customer service is always top-of-mind. Live training 
and in-store material helps keep messaging accurate 
and consistent - no matter who the customer talks to 
they’ll get a reliable message!  
 
The Secret To Customer Service Success During 
Challenging Times? Communication, Communication, 
Communication. Team members at Water By Design 
know that when the customer places an order and 
leaves a deposit, their job is just beginning. Faced with 
the unprecedented challenge of lead times that stretch 
into months, these customer advocates work hard to 
provide the TLC required for customers to stay excited 
about their purchase.  
 
We’re beyond grateful to have dealers like Water By 
Design representing the Caldera Spas brand with such 
passion and dedication!

David Soule  
Service Excellence Award.
WATER BY DESIGN By Mike Zook

(Left to Right): Mark Shifflett, Paul Madden, Sr., 
Paul Madden, Jr.
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The Caldera® Showroom Design Award is given to a 
dealership that creates a compelling experience from 
the moment you pull into the parking lot and continuing 
throughout the entire store, from hot tub displays to 
water care.

The Combined Pool and Spa team excels in creating 
an outstanding showroom experience. When you drive 
up to the store, a beautiful facade greets you with 
simple category signage that easily lets you know what 
products they sell. Their showroom is expertly lit and 
creates an attractive gallery shopping environment, 
and hot tubs are well spaced and merchandised to 
set the tone. The Caldera point of purchase is woven 
throughout, along with merchandising elements that 
enhance the product experience. They also do a 
fantastic job of fighting Spasnobbery™ by including 
their roto products in the main showroom with 
beautiful graphics, ensuring hot tub buyers at all price 
points have a great shopping experience. A spacious 
mood room allows shoppers to connect with the 
experience of hot tub ownership and better understand 
the wellness benefits of hot tub ownership.

Combined Pool and Spa continues to invest in this 
space and experience, which is particularly impressive 
given that they have earned this award in the past.  
The most recent addition includes a former office 
space remodeled to make a beautiful customer lounge 
with a gorgeous plant wall, creating a calm, natural 
wellness environment.

The focus on showroom experience does not end once 
a shopper becomes a hot tub owner at Combined 
Pool and Spa, with their “backyard” featuring expertly 
merchandised water care, a resident water care expert, 
free beverages and snacks, and a wonderful place to 
grab a seat and talk to other hot tubbers.

Congratulations to the winner of this year’s Caldera 
Showroom Design Award, Combined Pool and Spa!

Showroom Design Award.
COMBINED POOL AND SPA By Molly Nester & Mario Maichel

Jeff Carlson and Becca Kruger
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Hot Tub You Need It™ has become synonymous with 
hot tubs in the markets served by Backyard Leisure, 
which include Terre Haute, IN, Springfield, IL, and 
Champaign, IL. This tagline is the foundation of their 
business and key to their success. It repositions 
a hot tub as a need rather than a want, laying the 
groundwork for a wellness-focused shopping journey 
and a reimagined sales experience.

“We truly believe you need a hot tub to increase your 
overall quality of life. This all-in approach on these five 
words sets the culture of our entire business.”  
        – Josh Michels

Wellness Consultation. Backyard Leisure pioneered 
the Wellness Consultation, which looks at each 
shopper’s individual wellness needs as the first step in 
the buying process. Their Wellness Consultants use 
this valuable information to help guide shoppers to 
their perfect hot tub.

This strong focus on shoppers’ unique needs and wants 
creates a positive customer experience and a people-
first company culture. See the consultation in action!

They Have A Lot Of Fun Along The Way! Getting a 
hot tub in every backyard is a lofty goal, but one they 
wholeheartedly believe in. Watch their latest Super 
Bowl commercial, as Josh and Earl and team think up 
fun ways to broaden our industry.

The Future Looks Bright. Congratulations to the 
Backyard Leisure team for winning the 2021 Caldera® 
Spas Wellness Award! We appreciate everything you’re 
doing to bring more wellness to our industry!

Watkins Wellness Award.
BACKYARD LEISURE By Caitlin Woelfel

https://vimeo.com/681479210/cda5af3df5
https://vimeo.com/681486927/40a8a96942
https://backyardleisure.com/vote/?fbclid=IwAR2rXuVFtQHQMmZphc9LRgbqczN_WgG-KUomoi_MdAfGZHMqlzM0nw5MsTM
https://vimeo.com/681470649/1f1153f164#t=4m15s


9

At Caldera® Spas, our motto is Come to Life®, so it 
makes us proud to bestow the prestigious Caldera 
Spas Dealer Of The Year award to an outstanding 
partner that lives and does business by these words. 
We believe what makes the team at Backyard Leisure 
so special is the attitude that hot tubs are a NEED, not 
a want. They incorporate the wellness message into 
every sale, focusing less on features and functions, and 
more on the customer’s specific lifestyle and wellness 
needs.

With that kind of approach, is it any wonder that sales 
are skyrocketing?

Earl Michels, owner of Backyard Leisure, attributes the 
dealership’s success to the belief that hot tubs help 
people live better lives. His team is passionate about 
making that happen for as many customers as possible. 
In fact, they tell a story of how a new hot tub even 
saved a marriage (you’ll have to ask Earl for the details 
on that)!

It Takes More Than A Global Pandemic To Slow 
Their Growth. In the face of a worldwide pandemic, 
Backyard Leisure opened their third location. In 
addition to opening a new location in 2021, they are 
nearly complete with a complete remodel of their Terre 
Haute showroom, which boasts 14,000 square feet of 
showroom space.

Taking Test Soaks To The Next Level. The world 
class mood rooms created by Backyard Leisure allow 
customers to experience their own personal hot tub 
haven before they buy. Starting with dazzling starry 
night ceilings that include LED shooting stars and a 
moon that can change phases, this dealership goes 
one step further to transform the mood room into the 
customer’s own space - projecting an image of the 
buyer's actual backyard on the wall of the room for the 
ultimate personalized experience.

Can’t Wait To Soak? Another luxurious touch provided 
is the hot water fill. Each delivery includes clean, 
100-degree water so owners won’t have to wait for 
their first relaxing soak. It’s details like this that delight 
customers and result in repeat business and referrals.

Check Out This YouTube Channel. Shoppers can find 
useful new content created on Backyard Leisure’s 
YouTube channel titled “The Spa Overview” in 2021. 
Josh Michels, Senior Wellness Consultant, highlights 
one spa per video.  Each video released has garnered 
thousands of views.

From its humble beginning in 2003 of four hot tubs 
in a 2-car garage, Backyard Leisure now has a robust 
retail presence to be proud of, and they had the 
chance to share their success as the featured cover 
story of the August/September issue of Spa Retailer 
Magazine.

Congratulations to the team at Backyard Leisure. Our 
Caldera Spas Dealer of the Year is committed to the 
belief that there should be a hot tub on every patio - 
and they’re making it happen, one hot tub at a time!

Dealer of the Year.
BACKYARD LEISURE By VJ Teenarsipur

The Backyard Leisure Team

Click to Watch Their Dealer Spotlight Video

https://vimeo.com/681470649/1f1153f164
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Congratulations to All of 
the 2021 Award Winners! 

WE ARE GRATEFUL TO HAVE SUCH PASSIONATE  
AND DEDICATED RETAIL PARTNERS.


