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Mr. Je. A. :farian, Gyosum ‘roduots iigr.
Johnseianville Sales Corporation

22 . 44}3th Street

Now Yorik 16, New York

Dear Joeol

In reviewing a large number of Johna-Manville complaints on
Gypsum Products that cover several months at all plants, it
is obvious that there needs to be a bstter understanding on
all fasets of handling somplaints on Gypsum ’roducts made by
J=M aceounts or J-M salesmen.

A oareful review of many files indicated these complaints are
being carelessly handled.

(1) Too many J=M complaints show Bestwall for the plans
as the top of the eomplaint form instead ef showing
the actual Bestwsll plant as Aome, Akron, Bestwall-
Brunswick, ete.

(2) MNoas J=-M eomplainss do not identif) the Bastwall
involiece noy the date of the shipment invelved with
the material complained of, or else it is done
incorrectly, ,

(3) J-N complaint mumbers sre eonfusing, are duplisated/
frem time te time om differeat reporss, or smetimes
omitted, and are frequently emitied on any sumceading
corvespondense the J~i saleosmen oF sales distriet
has to make on the matler.

() A check of the dates imvelved om the complaint files
inecluding date of salesmens inspection, date of receipt
of ths Bestwall plans, and se on indlcates dela in
gol:tiac ths complaint frem J=ii salesmen $o the Bestwall
plans.
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r. J. A. Harian, Zyosum ’roducts igr.
Johnsesanville tdalss Corp.

(5) 2here are examoles of Bestwall personnel maxing field
trips on J-¥ comphlaints with no formal written J-4
complaint. In the future, the Bestwall plant and
lazboratory people will not make a fleld trip on a
J=M complaint without a written complaint report.

In emerzencles the Bestwall plant people may go but
only 1f the J-M sales office involved confirms the
request by telegrem includirg & complaint number for .
reference purposes,

(6) There are many examples where the J-M sales office
involved has not followed up on receipt on the plantts
reply to the complaint which may request samples,
additional information, or cost estimates of the
matter involved,

In maidnz ad justments, bear in mind that under the esntreoct
Bestwall's liability is limited to replaeing defective materials.
The J-M Sales Representative, the J-M Distriet Sales Office,

and you can help by lweping this in mind.

Where there is & shoprt en & shipmeat which 'a confirmed by
the Bestwall plant involwed, cheeking their recoxis, the
Bestwall invoice te J-i will be sorrested. However, Bestwall
canno$ baeck order or ship ssall amounts. Such shortagss will
be shipped on the nex$s owvder tc the ascount involved when a
new order is placede IS will have t8 be insludsd in the new
order and not tied ia with the previcas order.

Where there is 2 complaint of damage in transit, remenber that
J‘oha-lllnvilh is the uht”ur. J=il das the original dil1l of

and JeM must ‘%o the carrier whether it
is nxi or trusk. sssounty the J-X salss
representative, the Distries Sales Offfce, and you o&n

help Johns-Manvills a8 following up such clsims with the carrier
inmediately. J-M sccounts should bs advised te know any damages
or shortages on the truskars delivery tielet om trusk shipmsnts,
oy te esll the reilroad agent a$ the destiaation point vhen
they note such conditions om reil oar shipmeats.
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Mre Jo Ae farian, Gypsum Products Mgr.
Johns~Manville Sales Corporation

Finally, Bestwall responsibility 13 to Johns-<anville. IZestwall
should not and will not have cuntact with a J-d aceount except
where the Bestwall representative calls on -he J-# acoount in
ccmpany with the J-id Sales Reuresentative a: a J-4 plank reosree
sentative. Any adjustment made to the Johna-Manville acoount

1s JeM's responsiblility on both amount and t iming. Bestwall's
action relative to Johns-Manville should not: effect J<.l's
relation to the J-M account.

As we discussed before your firsts J-M district sales meeting,
you ean help the entire nroblem of Bestwall < J-M relations
or complaints by getting the JohnseManville Sales Representatives
to follow procedures, This requires accuracy and completeness
in orders, complaints, inquiries, and s¢c on.

Very truly yours,

BESTWALL~CERTAINTEED SALLIS CORFP.

Ce B¢ Abbey
Adminietreative Aislstant to
- Director of ierchazdlislng

CEAlano
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