What do You See?

Most see bugs...

We see a Need.
2003 Annual Report

Five-Year Financial Summary
Rollins, Inc. and Subsidiaries
Earnings per share and dividends per share for 2002, 2001, 2000 and 1999 have been restated for
the three-for-two stock split effective March 10, 2003 for all shares held on February 10, 2003.
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Operations Summary
Revenues
Net Income

$677,013
$ 35,761

$665,425
$ 27,110

$649,925
$ 16,942

$646,878
$

9,550

$584,098
$

7,150

Earnings Per Share—Basic:
Net Income

$584.1

’99
’00

$646.9

’01

$649.9
$665.4

’02

$677.0

’03

0.79

0.60

0.37

0.21

0.16

0.77

0.60

0.37

0.21

0.16

0.20

0.13

0.13

0.13

0.13

Revenues (in millions)

Earnings Per Share—Diluted:
Net Income
Dividends per Share

’99
’00

Financial Position
Total Assets

$7.2
$9.6

’01

$349,904

$318,338

$296,559

$298,819

$309,948

$16.9

’02

$27.1

’03

Noncurrent Capital Lease Obligations
Long-Term Debt
Stockholders’ Equity
Shares Outstanding at Year-End

—

—

—

256

2,450

1,734

2,913

4,895

4,656

5,328

138,774

90,690

85,498

78,599

71,790

45,157

44,799

45,105

45,054

44,822

$35.8

Net Income (in millions)

’99
’00
’01
’02
’03

$0.16
$0.21
$0.37
$0.60
$0.77

Diluted Earnings Per Share (in dollars)

•Ants•Silverfish•Mosquitoes•
•Spiders•Rodents•Termites•
•Fleas•BedBugs•Hornets•
•Cockroaches•Carpenter Ants•
Rollins, Inc., through its wholly owned subsidiary, Orkin, Inc., is one of the largest consumer services
companies in North America. Orkin, which began operations over 100 years ago, provides essential
pest control services and protection against termite damage, and rodent and insect infestation
to approximately 1.6 million residential and commercial customers. Orkin currently provides its
services to customers as far north as Canada, throughout the United States and Mexico, and
south to Panama. Orkin continues to be one of the most highly recognized brand names in the
country. Seven out of ten people surveyed mentioned Orkin first when asked to name a pest control
company. Orkin has over 400 locations staffed with highly-trained professionals whose knowledge
and skills have been developed by the Company’s award winning training programs.
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Letter to Stockholders
2003 was a very successful year for the Company.
We continued to make positive strides in increasing shareholder value through our strategic
service and sales initiatives. Our pest and termite
control service programs continue to make
contributions by improving customer satisfaction and retention. At the same time, our sales
initiatives are building momentum as our field
management gains confidence and experience through execution.
Investment in our employees continues to be a
priority. The Company’s training programs were
recognized this year when we were named
as one of Training magazine’s Top 100 training
companies. This wonderful honor was followed
in October of 2003, when Orkin earned first
place standing for the BEST Award. This distinction was given by the American Society for
Training and Development for superior human
capital development.
2003 Highlights
Financial highlights for the year include:
•
•
•
•

R. Randall Rollins
Chairman of the Board

•

Revenue rose 3.0% in the fourth quarter and
1.7% for the year.
Net Income increased by $8.7 million or 31.9%
over 2002.
Profit Margin improved 2.3 percentage points
or 34.8% compared to 2002.
Diluted Earnings Per Share increased for the
6th consecutive year, and was $0.77 or 28.3%
over 2002 results.
Cash and Shor t-term Investments grew
by $21.2 million or 55.4% over 2002.

The Company ended 2003 with 16 consecutive
quarters of year-over-year improvement in earnings per share.

Gary W. Rollins
Chief Executive Officer, President and
Chief Operating Officer

Growth Initiatives
The improvement shown in 2003 was in great
part a result of Management’s emphasis on
productivity improvement and customer retention. We are particularly pleased with the positive
impact that our new sales and marketing organization is having on the Company. Business
Development Managers (“BDM”) have been
assigned responsibility for the growth and retention of customers in each of our operating divisions. This past summer, in response to
customer requests for solutions to mosquito
abatement, we test marketed a mosquito control service in the northeast United States. This
initiative has been developed to help address
consumer concerns about the West Nile virus
and other mosquito-borne diseases. We are
working with various health and government
officials to offer this service including the

Canadian provincial authorities in the southwestern and northeastern regions of Ontario.
Based on the success and continued demand
for the program, we intend to expand our mosquito service in the spring of 2004. We also introduced our premium Gold Medal Protection
program to provide our high-end commercial
customers with a more comprehensive service
to meet their special needs. The food manufacturing and processing industry has very special
reporting and regulatory requirements that
Orkin is uniquely capable of providing. We have
continued to stay abreast of additional ISO certification requirements by upgrading to ISO
9001:2000 status in all of our dedicated commercial branches.
New Technologies
The Company has expanded the capabilities
of our Global Positioning System (“GPS”) technology by initially introducing the latest generation of equipment to our locations. This
technology allows us to ensure greater safety
for our service technicians by monitoring
speed, seat belt usage, and vehicle location
on a 24/7 basis. Additionally, this system provides the ability to remotely update our mapping
software.
Handheld
computer
applications continue to be enhanced and
tested in an effort to provide tools to better service our termite and commercial pest control
customers. From a customer and potential customer communication perspective, we have
opened regional call centers enabling us to
achieve higher customer service quality, and
greater efficiency. Our award-winning training
programs are being enhanced through further
utilization and planned expansion of
the Atlanta Orkin training facility. The use of
the Company’s new Intranet has significantly
improved communication in the field regarding
instantaneous policy and procedure changes
while providing cost savings to the Company.
Lastly, we have initiated a team to study and
ultimately improve the way we monitor national
account service, and related billing and collection for this fast growing segment of our business.
We are excited about the future opportunities
to accelerate revenue growth while improving
profitability through our new service and sales
initiatives. By reinvesting in our business, we will
continue to provide the best pest control service available to our customers, while increasing
value to our shareholders.
R. Randall Rollins

Gary W. Rollins

Chairman of the Board

Chief Executive Officer,
President and
Chief Operating Officer
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You see a pest.
The Orkin Brand
Orkin’s brand awareness is comparable to Ford,
Motorola and Oscar Mayer and the Company’s
national advertising campaigns play an important role in preserving as well as building our
brand awareness.
Our new 2004 “local expert” television and radio
advertising campaign conveys a message that
our people are members of your community and
your neighbors. With Orkin, you get all the benefits
of a remarkably professional company with our service performed by people who live where you live.
During the past year, in order to better understand its customers and prospects, Rollins initiated
market research to help identify specific residential
pest control market segments. Three segments
were determined to provide ideal new customer
groups for Orkin. These are sectors that the
Company believes offer the best opportunity to
create long and prosperous relationships. All of
these groups are willing to pay a higher price for
a pest control service that meets their needs.
They indicated a desire for a company
with a strong positive reputation, and one
with the most professional and knowledgeable technicians. They also want to
do business with a company whose service will
be safe for their children and pets, and a firm that
is responsive to their requests. These are attributes
that Orkin delivers every day; however, this validation will enable the Company to do a better job
communicating our strengths.
The “if it bugs you, bug me” integrated radio and
local point-of-sales advertising campaign was
introduced in 2003. This program was augmented by creative point-of-sale pieces for the
Company’s service technicians to use “clover
leafing” for new prospects to build route
density in neighborhoods where they have
existing clients. Orkin is also reaching out in
metro cities to the largest minority group
in the U.S., the Hispanic market, with
new Spanish radio spots and collateral material.
To effectively and efficiently achieve
sales goals in today’s highly competitive environment, our representatives
have a greater need for new technology to
help them improve their productivity. Orkin
began testing automated sales management
software in 2003. This software is currently being
used to track the sales process, allowing the
pipelines to be easily reviewed to capitalize on
opportunities that are readily identifiable. Account
data, statistics, contact information, future tasks
and events are tracked by location with upward

flow to the sales management organization. The
reporting and forecasting features also enable
Management to have a better overview and
expectation of the entire network.
The Company has also reorganized its marketing
department to include BDMs for the operating
divisions. Each BDM is responsible for creating a
market development plan for future customer
growth and retention for their division. They provide advocacy by working with local, regional
and divisional management to ensure the success of their team as it relates to sales training,
new customer marketing and sales achievements.
In 2003, Orkin developed a corporate partnership
with the National Science Teachers Association
(“NSTA”) that is designed to assist teachers in educating the country’s youth about the importance
of insects in the environment. As a partner, we are
providing teaching and instructional materials
directly to teachers and through the NSTA’s web
site. All this behind-the-scenes support is further
reinforced by offering a “real live” Orkin Man to
provide in-school presentations.
This year, the Company was proud to refurbish the
popular O. Orkin Insect Zoo at the Smithsonian
National Museum of Natural History in Washington,
D.C. As one of the most visited exhibits at the
museum, we refreshed the Insect Zoo through
new carpeting, insect case restoration, and video
lighting and sound system enhancement along
with updating the exhibit graphics. We are proud
to be the Smithsonian’s first identified corporate
sponsor and of our ongoing partnership.
Rollins continues to promote its strong brand name
domestically and now internationally through the
strategic growth of its franchising program. The
Company currently has 44 franchises including
adding a new international franchise in Panama.
Commercial Services
Orkin’s commercial pest control programs enable
us to deliver customized service to industries such
as food processing and distribution, discount and
grocery retailers, fast food, healthcare and restaurants. As the nation’s largest commercial pest
control provider, the Company services national
chains (primarily sold through the Orkin National
Accounts division) as well as locally-owned businesses. A primary goal of the Company is to grow
national account revenue at a pace that will
enable us to further expand our market share.
Orkin introduced the Gold Medal Protection program in 2003. This custom-designed pest control
service is targeted to specific high-end customers
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Total Revenue by Segment

Other
1.5%

Termite
23.3%
Residential
39.7%
Commercial
35.5%

Total Pest Control
75.2%

We see opportunity.
primarily in the food manufacturing and processing industry. The program provides a comprehensive reporting system that meets federal and state regulatory requirements. It
also guarantees free retreatment if the customer is not satisfied and Orkin commits to paying any regulatory penalties
as a result of a shortfall in our service.
In 2003, Orkin introduced a Pest Control Quality Assurance
program nationally to ensure consistent service and to
strengthen the Company’s capabilities in the commercial
pest control area. This program utilizes floor-level inspections
by Orkin Q.A. inspectors while accompanied by branch,
region and, on occasion, division management staff. A new
Commercial Pest Control Expectation Manual has also been
developed so branches clearly understand our designated
practices and materials regarding these specific accounts.
The counterpart of this new commercial Pest Control Quality
Assurance program was introduced for termite control in
1997 and has proven very successful in improving our service
and customer retention in this segment.
Management believes that our commercial pest control
business represents the greatest potential for long-term
growth, and our sales initiatives, including a hand-held
computer application as well as this quality control program, have been developed with that objective in mind.
Residential Services
Pest Control
In 1999, Orkin began offering a bimonthly pest control service in addition to the traditional monthly service. With the
introduction of longer lasting chemicals, service treatment
could be less frequent and the Company could better
conform to Orkin’s customers’ busy lifestyles. As a result,
Orkin today offers a pest control service that is more convenient and highly effective. Initially, an Orkin technician
performs a thorough inspection and designs a customized
plan to rid the home of active pests and their habitat.
Crack and crevice treatments and baits are used to effectively target pests where they live and breed. Points of entry
are identified and attacked, thus creating an exterior protective barrier utilizing time-released materials that help
keep pests out of the home. Regularly scheduled visits by

the technician continue to strengthen the home’s protective barrier. If the need arises between scheduled visits, the
Orkin technician will return to treat the home inside or out
at no additional charge.
Recently mosquitoes have become a much greater health
risk, and the spread of the West Nile virus has made the
public aware that these insects can transmit potentially
deadly diseases. This past summer, Orkin began test marketing a mosquito control program in the northern United
States and Canada. While working to address the threat
of mosquito-borne diseases in the U.S., a highly successful
West Nile virus preventative program was also implemented
in Ontario, Canada. Two provinces were provided thousands of larvicide treatments to mosquito breeding
grounds reducing the population of adult mosquitoes and
their eggs. The Company intends to expand the mosquito
control program in Canada and other U.S. markets in the
spring of 2004.
Termite Control
Research has shown that termites cause more damage to
American structures than fires and storms combined. Orkin
offers a treatment customized to a home’s needs that
addresses inside, outside and within the foundation. Our
directed liquid and directed liquid plus bait programs have
been developed in conjunction with the entomology departments at leading universities. As a result, our approach to
treating for subterranean termites has become the standard adopted by most pest control operators today.
Training
In spring 2003, Orkin was recognized by Training magazine
as one of the Top 100 companies to excel in training and
employee development. In addition, Orkin was one of only
five companies selected for the magazine’s Editor’s Choice
list. The award is given to select companies that have created positive learning environments for their workforce.
Orkin attained further recognition this year for its training
achievements by winning first place honors for the BEST
Award given by the American Society for Training and
Development. The Orkin Training Center, located in Atlanta,
was specifically referenced as evidence of the Company’s
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dedication to employee performance improvement. The
Orkin Training Center has a full-size house and several other
real examples of building structures where technicians can
see the relationship between pests and home construction. They can also simulate pest treatments under the
supervision of qualified instructors. In the classrooms, technicians acquire guidance in customer relations, pest problem solving and advanced technical skills through highly
interactive instructor-led training.
In 2004, the Company plans to expand the Training Center
to include hands-on instructional areas that represent
actual customer account facilities with additional classroom space and a media production facility.
Industry Recognition
In 2003, Rollins’ President and Chief Executive Officer, Gary
W. Rollins, received the National Pest Management Association’s Pinnacle Award, which honors a lifetime of dedication
and commitment to the pest management industry. Glen
Rollins, who has since been named Orkin’s President and
Chief Operating Officer, and Frank Meek, National Technical
Manager, were honored by Pest Control Technology (“PCT”)
magazine as leaders under the age of 40 making a difference in the pest control industry. Orkin was also one of only
two companies to have more than one representative for
PCT magazine’s “40 Under 40” award, which recognizes the
industry’s next level of leadership.
Orkin’s service technicians received similar national distinction as termite technician, Kevin McDonald of the Clearwater,
Florida branch, was recognized by PCT magazine as Technician of the Year from over 120,000 technicians who serve
our industry. Candidates are nominated and judged on
criteria including years of service, recommendations from
management, referral letters from customers, professional
education and activity within the community they serve.
Orkin was further recognized with two other finalists, giving
the Company three out of the fifteen top places. Steve
Jankelevich of the South Florida Commercial branch was
chosen in the commercial pest control technician category,
and Luis Ayala of the Pittsfield, MA branch was selected in
the residential pest control category. We are very proud of
these employees and how they have distinguished themselves and the Company.
New Technologies
Orkin is leveraging recent investments in technology and
process improvement to advance business practices in the
commercial business line. Re-engineering efforts are targeted at enhancing integration between sales, customer
management, service delivery and billing processes to
provide a higher level of service to these customers.
In 2003, the Company successfully launched its new Intranet,
which provides quick and efficient communications
between the field and home office. Significant cost
savings are being realized by providing Material Safety
Data Sheets and Product Labels through the MyOrkin

Intranet. This is a very important requirement that enables
instantaneous compliance with state and federal product
use regulations. The Orkin Training Department now has a
state-of-the-art means to better communicate the availability of a comprehensive array of training tools and reference
materials through the MyOrkin/Training site. The MyOrkin/
Marketplace, another company Intranet address, was created for branches to more efficiently order promotional
products and company forms. Lastly, technical forums are
available to create a method of sharing knowledge on
the web site.
Today for the consumer, Orkin technical and marketing
information such as “Orkin Solutions For Your Home” is available through www.orkin.com. Rollins, Inc. financial information such as the latest news releases, SEC filings and annual
reports, is quickly accessible through the Internet via Rollins’
web site at www.rollins.com.
In 2003, Orkin began outsourcing some of its chemical distribution utilizing new Internet branch systems to ease
ordering of product. Test branch locations are now receiving shipments in two to four days while reducing the carrying cost of excess inventory and shipping costs.
The GPS technology, introduced three years ago, has
resulted in improved driver safety and service production.
Now, newer generation GPS units are being installed that
allow 24/7 monitoring and reporting of speed, location
and seatbelt usage as well as allowing remote updating of
mapping software. This technology also details the route a
service technician takes rather than just noting stops.
These units create reports that are easier to read and allow
data to be sent directly to a server with no removable chip
to be taken out at the end of the day. Although this equipment is only being utilized in some of our locations, we are
optimistic that it will be a building block to creating a comprehensive “routing and scheduling” system in the future.
As part of our continuous home office process improvement
mandate, a Human Resources Service Center was established from three autonomous departments: Payroll, Benefits
and Human Resources. Everything from new-hire paperwork to retirement forms is now available through this new
center. We are pleased that this consolidation has improved
our service to the field while significantly reducing costs.
As a company we are improving in a multitude of areas
such as training, technology, sales management, marketing and alliance development. We are committed to
becoming the nation’s best service company and feel our
actions show it.
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Annual Meeting
The Annual Meeting of the Stockholders will be held at
1:30 p.m., Tuesday April 27, 2004, at the Company’s
corporate offices in Atlanta, Georgia.
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