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Dear Joe: i

we discussed our su . estiang to jou certain matters relative
to coxplaints Johns=danville customers may have on gypsum produsts
that mizht be covered during your coming Sales lleetinzs so0 they
might be handled a little faster insofar as the arreanjemsats de6-
tveen “estwall and Johns-sianville are conserned, and ! liope,
settled equitably to both. .'lease vear in ni:id that the following
rexarks are ade to remind you of She various yoints and not to

indiecate how ysu micht vresaent them Lo the J=+ sales 2e0ple.

bellieve two most important . remises snould be kept In
nlnd insofar as comdslaints Johnseanville customers -my have.
Fipat, the adjustment by J-il to the J=4 acocount is entirely the
business of the Johnse#anville manasewsent. 3Second, tha adjustment
by Pestuall to Johns-Hanville ie couvered in the ZSales iAgreemsnt
vetween the two corpanies. It would apvrear from correspondence
that J=d sales Deople in the fleld have ths iapression Destwall
ad justasnts to J=M cover the entire clalm of the J=i customer,
and that Johns-‘anvills merely acts as the acent trensmitting the
adjustment from Destwall to the J-} customer. This 13 not Eeet~
wvall's intervretation of the Tales Acrecment, and a clear under-
standing of this would recove much of the frioction that develovs,
as well as save useless corresponderne and delay in J- settling
with the J«i{ sustomey using the material.

‘asically a ecomplaint arises bLeeause the customer using
the material in the fleld is dissatisfied. Ihis auny de dissatis-
fagtion in the appsarunce or use >f the material, sither in
apolication or in the finished state; or may te dissatisfection
with service which enerally covers severul natters.

It 18 neeessary for testwall to have a written record of
every ¢onplaint if the situation is to be corrscted to auvold is
in the future, and oarticularly if any mMunetary adjustuent is re-
quested. In this regard the J-ii 2eople are following sShrough
fairly well, with two exseptisns. It would appear ia reviewing
~any {iles, that the J=-H salesnan in tiie fleld is writin: a cox=
2laint lonz=hand, 2endinz 1t to his Distriect fflice vhere 1t is
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typed and then distributed to the shipping Dlant and others cone
cerned with the »>roblsm. 'rankly, there ls too big a delay
{(severwl |} or 5 weeks) in a great many of these which means a
lslay in the J=1 sales Jeopls in tha fleld furnishing additional
information which =ight be necessary for the plant to evaluate
the aatter, and in some instances ke it impossible to zet asam~
ples that are nscessary. Another Doint that would be helpful is
2 have the J=¥ amles >ffice £i111 in the information as to the
eatwall Involce -‘umber to J-¥ as well as the date i shi>ment
relative vo the waterial on which the covnlaint is ade. This is
sarticularly izmnortant wnere che ,.roblen arises with an ascount
who .ots ‘reqient il ments.

Hdost 1~ cortant, wren the salesaan aakes uls initial in-
veatigation arnd writes nis complaint, ne Muzht lamedlately to make
every effort to determine code nuxzbers sn ths saterial complained
af and to t ake sanples >f the material and send them to the shipe
2ing plaant, ldontifled with his complaint fully so that the »lans
sy tie the sampls with the complaint when it arrives. 3Zestwall
uses canvas covered Dlastic ba:s for shipoins olaster matarials
and a corrusated carton for board samples. Both of these are
avallable vut of ihe fart Dodge “ample le.artment. Both have besn
developed after consideration of the Lavoratory nHroblams involved
in testing the aterisl. If you want to arrange four J-A use of
these containers, slease advise ne &7 tuat we can set 1t up. The
razs would cost 177 each, the cartons 257, aad would be billed to
Jeid along with tiie sanples donthly. A bag holds ajproximately
5 wounds 3f aaterlial, the corrugated salpping carton takes a sane
2le 13" x 16" and will hold 1l=1/4," thickness of material, as
Jiree 3/8" sumplea, two 1/2" samples, two /0% saaples, one 1"
sample, otc. :

Azaln reviewing the files of ~any J-4 comaplaints, it
aprears that a lot dle wilthout an ad justment bLecause the .-
peepls ut the Distrlet fice or in the fleld do not comes back
and ;lve the additional informailon requested by the shlpping
Slant. “his may Ye for more information on the complaint, zore
s&aples, questions as to the amount of wmaterial involved In the
comolaint, use of defective material, eto.

Testwall Nlant's responalbllity is to exanine the :aterial
and indlcate wretter or not there was defective mmterial lnvolved.
The amount 5f the &djustment and ths credit -enorandum covering any
ad Inatmont made i “recared in the testwall 'sneral Calss Jffice
bused on an analysis of all information. .» :entioned in the be=~
sinnring, sueh ad justients are liaited by ula “ales Azreement to
replucinz defective = aterial at cost.

in case of a very serious clnplalnt uilere whe ousiduur
may LAVe a truck load op car load of satorial which he feels ls
defectiva to ne sxtent that he does -0t want 1t, or wnan a
contrector uskg fror a lurge adlustwent, be ture a telsohons call
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is made to the shipping plant immediately such ocondition is imown
20 the plant has the opportunity of sending & man to examine the
material, sugpest_onrrections, determine the Bestwall Company's
responslbility and to assist where neeessary in disposing of the
materieal. When an ssecount has used the matsrial improperly,
applied it incorrectly, not protecsted it in storage, or used the
produst £or other than thwe pwrpose for which it is desigued, the
Bestwall Gypsum Company ean assums nO responsibility., It is up to
the J=M sales peopPle to deteramine what adjustment J-¥ will mske
with their customer, but sertainly they should not p cate it

on what adjustment Bestwall will maks t¢ J~H. Unde umstances
iz material to be returned to the shipping plant without the prior
knowledge of thie plant and tneir indieation that it will be apgree-
abls to return it. Very frequently material can dbe disposed of
whare it 18 to another ascount who will we it properly, or to the
aocount who has it on some mlnor price adjustoent. If the material
iz found so defective as to be useless, it is better to dump it st
that point. All of these methads of handlin: complaint material

in the field elininate the unnecsssary handling costs on the
meterial.

Unless an error in shipment has been miade and &an excessive
amount of material shipned to the agcount, soods that are returned
to the plant are accepted only on the basis of a Returnad Joods

Report the plant makes whish will indicate the amount of tihe saloe

able material returned. All freight is for the custoxser's account
an? thare is & 10% service charge for handlinz the materiael. Ar

y
ad justment bestwnll makes to J= on thls type sroblen will reflect
<hose deductions.

In tho event the Lestwull 'lant iz not elle (0 stilo all of
the material orn an order at one time, the shortare will be gane
celled. The J=* District office will be gliven the epportunity to
inerease the qQquantity of other items availaile to mpet the ninie

mm welsht requirexments for the shipment. I{ an ascount incists
on lese than eu> load or truck load shipments, suc:i shipmenta are
only made on tne basis of full freight to the customer's asecsunt.
eptwall will meke every effort pogsiile to make shipvienisz us
oromigped on timo and wWita the vype ol equi.ment rejguested. Ur-
ticularly i: timese o: hisu dewand for gyessum producte & wher
inere ipr & shortave of snlipnincs equipment, this auy not salwkys e
necessary. besvwall cannot assumse any responsibllity far aoncuary
ad justments due to late arrival of mAterisls.

In the event of & bllling error, the :3llin: *opv.r:.'x -t
&t the vlant will euvousaiicaily make adjusutimnse i1 Uik ... Glres
ynen L~¢ error .afF beon cualled tOo Lieir Riid Lill..e

f restwril c&T be of any escsistaice Lo Jomme et )l

e

Ivowendlic - eov o lainte, nDleure cive uf Ta. - UrTL oL <. sonn
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te ‘e .o arfusn oy ‘anuary 25, Lol
A owo o are 330 ALxidus to Ce sSure ~atwall custsers {lnciluing
-, are cwsasi-vde  ienever & lant uallty man or 4 ab.raiLury

i 08 .ted e ..2ld to asaist a4 J-1 rwlesian Ja & zoTolalins,
C ey ars lrair.ctod 2 zive cvery Uit of asslstance I Lias 3ulose
s .osa3ivle, und 2 nelys im 50 Ll v<zent the c-1 3sleonan
Lcobap soderstancs yosum orodusts and .relr oropsr use.

‘ary tuly yours,

‘e 3o abbey
irector of Teshnical Lérvices

Chashe
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