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A PASSION WORTH PASSING ON
Second generation working smart,
working hard, and loving it
In 1994, Tony Lo Scerbo’s daughter Lisa, 19 at the time and a part-time employee at his dry cleaning store,
asked her dad if he’d one day consider selling her the family business. He gave her some solid advice, and it
didn’t fall on deaf ears.
“It’s easy to attract customers, but not easy to keep them. That you do with skill and determination, because all the fancy equipment in the world won’t do it for you. You’ve got to
know how to do everything you expect your employees to do. And you can’t be afraid to
get your hands dirty.”
– Tony Lo Scerbo, founder, of Best Care Dry Cleaners Limited (1970), Winnipeg, MB.
IT JUST KIND OF GROWS ON YOU
Lisa began her career as a Best Care kid before she could even walk, and once she finally mastered that, she
settled into the daily routine of toddling around the call office, pretend-waiting on customers. Over the
years, Lisa ventured further into the depths of the dry cleaning plant to watch, mimic and learn from her
parents and their staff. By the time she reached her late teens, it became obvious Lisa was falling in love –
not only with clothes and the business of keeping clothes clean, but also with a young man from
Steinbach, MB.
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Cover story by Irene Lo Scerbo
A PERFECT CATCH,
A PERFECT MATCH
Kevin Hiebert ran the service
department at his parents’
motorcycle dealership, and if
he wasn’t assembling Hondas
or rounding up parts, he was
speeding to Winnipeg for a
date with the dry cleaner’s

rented premises, where he
managed every aspect of the
business almost single-handedly. Irene did the bookwork,
banking and payroll. In 1976
they purchased an old glove
factory, which they renovated,
customized and modernized.
It became Best Care’s new

It’s a challenge running any dry
cleaning business, but running it in
a 100-year-old building and making
it a huge success will put anyone’s
patience and ingenuity to the test.
daughter. Unable to resist a
guy who was both handsome
and handy, Lisa soon expanded her repertoire to focus on
duties at home, school and
work, as well as courses at the
Dry Cleaning & Laundry
Institute in Silver Spring, MD,
and on marrying Kevin (not
necessarily in that order). In
1998, when the Hiebert family business was promised to
h i s o l d e r b r o t h e r, K e v i n
approached his in-laws and
asked to become part of their
busy Best Care team.
Lisa was quick to point out
that because of his keen interest in things electronic, her
husband would be especially
valuable in programming and
maintaining the plant’s recently installed Point-of-Sale dry
cleaning computer system.
Kevin was hired. Tony and
Irene gained an on-site computer techie who was eager to
learn how the entire business
functioned.

h o m e a n d L i s a ’s e v e n t u a l
training ground.
It’s a challenge running any
dry cleaning business, but running it in a 100-year-old building and making it a huge success will put anyone’s patience
and ingenuity to the test. Tony
aced it, using the space and
resources available to provide
his customers with quality
cleaning for a reasonable price
– no bargains, no frills, no
exceptions.
In 2001, Lisa and Kevin
offered to purchase the business. They were already
actively involved in its day-today operations. They agreed
to make monthly payments
over a five-year period, during
which Tony would perform
equipment maintenance and
remain on-call if he was needed in any other advisory
capacity. Irene would act as
consultant for accounting,
customer service and public
relations.

LOOKING BACK
AT THE FUTURE
Best Care’s history is a humble
one. Tony first operated in

THE TRIALS OF TRANSITION
“Where’s Tony?” Customers
continued to seek the familiar
face of ‘the owner’. Frustrated,

OPPOSITE PAGE: Lisa Hiebert, surrounded by the rustle of success. THIS
PAGE: Top, Tony Lo Scerbo in the early days. Middle, Mom Irene and Lisa.
Bottom, Tony spotting a wedding gown in the 1980s.
Continued on page 10
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simple is good, too. He and
Lisa attended trade shows and
conferences, familiarized
themselves with advancements
in the industry, and formulated
a plan: “We’ll use the latest
technology to our advantage.
Everywhere. Eventually.”

Above, sharp couple, sharp graphics.
Lisa and Kevin Hiebert.
Left, Lisa adds a professional touch
to every order.

but ever smiling, Lisa assured
them that she and Kevin had
been taking care of their needs
for many years behind the
scenes, and would continue
working hard to please them.
She printed detailed checklists so employees could assess
the quality of their own work
and improve it when necessary;
she taught clerks to bring to
her personal attention any
client requests, special orders,
problem garments, or re-dos. A
first-rate seamstress, she took
over the repair department
with its assortment of commercial sewing machines.
Kevin supervised the dry cleaning, laundry and finishing
departments, managed the pick-up and delivery routes and, with
Tony’s help, kept the machinery in good repair, and prepared the
boilers for annual inspection.
Hands-on, or not at all became the new owners’ motto. And it
wasn’t long before they earned the trust of even the most
demanding customers.
THE PROOF IS IN THE PAYOFF
The young entrepreneurs kept a record of what worked and
what didn’t. In the beginning, their objectives were to preserve
the existing client base, grow the business and make payments
on time. So they concentrated on raising their children, satisfying
customers and meeting their financial obligations.
After Lisa and Kevin made their final payment in 2006 to the
former Mr. and Mrs. Best Care, they began allocating funds for
equipment purchases and minor renovations to the premises.
Forced to work around the limitations of an old building and a
skimpy budget, they weighed the pros and cons of each project.
Will it fit? Will it speed up our workflow? Can we afford it? Will
it be profitable?
Tony had asked himself the same questions, and though a pioneer for his day, had kept things simple. Kevin pulled out his tape
measure, sized up the options, and set out to prove that not-so-
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AND THEY DID
Lisa’s face lights up as she
takes a customer on the ‘Best
Care tour’, who ‘oohs’ and
‘ahhs’ as together they track
the progress of his garments
a r o u n d t h e p l a n t . H e ’s
impressed with the 40- and 60pound Firbimatic dry cleaning
machines, three new wet cleaning machines, two new dryers,
a tensioning shirt/blouse/jacket
finisher, YAC shirt unit, and
various steam presses.
Hidden from his view are
strategically positioned security cameras, which monitor
workstations, offices and the
parking lot. In the basement, a
custom-designed water-recovery system collects and stores
spent coolant water from the
dry cleaning machines for later
use in the laundry department.
Oblivious to the presence of
these innovations, Lisa’s client
nonetheless appreciates the
resulting increase in efficiency
and the savings reflected on his
dry cleaning bill.
When they approach the
new SRS assembly conveyor,
Lisa explains the implementation of heat-sealed bar code
tags in conjunction with
upgraded CSI textile management system software, iAssemble, new auto twist-tie
machine, and the Sankosha
Auto Bagger – which she refers
to as Kevin’s favourite new
employee. “It never calls
in sick!”
They return to the counter
area where Lisa shows the gentleman how quickly and efficiently her state-of-the-art
tracking system can locate and
retrieve his completed order.
He pays and thanks her for a
job well done.
Like her dad, Lisa doesn’t
believe much in formal advertising and allows quality to
speak for itself. That’s not to
say she doesn’t promote the
business whenever possible.
Dur ing a r e c e nt Winnipe g
Executives Association meet-

ing, she illustrated how Best
Care has kept the city’s business community cleaned,
pressed and presentable for the
last 43 years: “What sets us
apart from our competitors is
not just the fact that we’re
exceptionally good at what we
do. It’s more about our willingness to deal with matters as
they arise, and we try to do it
i n a t i m e l y m a n n e r. I f w e
encounter a problem, if one of
your items requires extra
attention, or if you have a concern about some aspect of our
service, we make sure you (and
your belongings) are taken
care of.”
IT’S IN THE GENES
Tony has officially retired, yet
often drops by to press his
pants or check out Kevin’s
newest piece of equipment.
Long-time customers greet him
heartily and never fail to sing
the praises of Lisa, Kevin and
their conscientious staff. They
applaud the couple’s sincerity,
honesty and dedication, and
recognize, too, that their everincreasing commitment to the
environment will ultimately
enhance the quality of an
already superior dry cleaning
product.
At Best Care, an excellent
reputation is in the safe hands
of the next generation. ■
Irene Lo Scerbo is a freelance writer,
the wife of Tony Lo Scerbo, and
proud mother of Lisa Hiebert.

OUR ADDRESS
HAS CHANGED!
Due to a mix-up at the Post
Office, we were given
the wrong information
about our new address.
Please update your records.
Fabricare Canada
PO Box 69571
Central Oakville Post
Office
Oakville, ON L6J 7R4
Some of our mail has gone
astray. We appreciate your
patience as we try to
straighten it out.

