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From: B. L. Inrgalls

sted as a tasic format for handling inquiries from customers:
A regulations,

The following is sug
concerning the new O

Im

I. Set the mood.

Controliing The conversztion is paramount. Assure the customer that the new law

is ressonable and within vhe limifs of practicality. Cite the efforts by our own
plent and that we have experienced no health proSlems with our anployess. The
first paragraph of Bill Johnson's leffer to the Office of Safety and Hsalth Standards

6/9/72 summarize cur position and attifude. |1 2lso secems To have 2 soothing effect
on the emofionally irate. Point out the vast numbers of customers successfully using
asbestos without problem.

I[f the customer is persistent and threatens to éliminate asbestos - a certain amount
of aggressivensss may be effective. Words and catch phrases such as "prematurc",
"irrational" or "avoiding the inevitable" will sometimes Turn the table.

The main objective is to keep the customer on The defensive, mske him JusTify his
position. MosT customers who call are on the offensive, often prepared with "Toaged”
questions and expecting an argument. Change the mcod before discussing enything
pertinent atout The new regulations. Alternating tetween an aggressive znd sub-
missive atTiiude is confusing and allows you fo bide your time. Refuse fo argue,

be humdle and when They are sufficiently calm, sometimes even embarrassec, mske your
point forcefully. Don't cover too much ground in one confrontation. Even rabies
shots are spaced at moderate intervals.

t1. Pertinent points of issue.

(1) Refer to The new OSHA Reguiations Section 1210 end suggest the custcmer

AC86Y7

UCC 013847




himself with 1f. Quote - "It clarifies much of the issue and puts things in their
proper perscestive”,

(2) Ci+te tr
edification

nsed for an initial survey and recommend it be conducted for their
nd compliance of the law.
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(3) 1t is ctvicus by the tone of new legisiation and regulations that initial
survey and pericdic monitoring are the way o7 the future for most raw materials,
provably 2l Cl+imately, aspecially silica, eic.

(4) Silica is due for review by the OSHA as a Target Hazard in September 1972.
The TLV for respirable nuisence dust is |5 KPPCF and 50 MPPCF for to+al cust. Silica
TLY is 20 MFRCE,

(3) Mediczl exawination is required if any asbestos dust is generated. Medical
examinations zre the policy of conscientious ccmpanies. Again this will probably
become a besic reguirement in the not too distant future.
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