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Dear Joeo: i

we discussed our suzgesting to you certsain matters relative
to coxplaints Johns-danville customers may have on gypsum produsts
that mizght be sovered during your coming Sales MesetSings so they
might be handled a little faster insofar as the arrangesesats de-
tween Bestwall and Johnas-danville are conserned, and I hepe,
settled equitably te both. :lease bear in nind that the following
resarks are made to reaind you of the various points and not to
indicate how yeu might present them {o the J=-i salss 7eo0ple.

I btelleve two mos$ Limportant »remises should be keps in

alnd insefar as oomplaints Johns-:danville ocustomers mmy have.
Firss, the adjustment by J-it to the J=4 agecunt is entirely the
business of the Johns-iHanville manazemsitS. 3econd, the ad justmens
by Bestwall to Johna-Hanville is cuvared in the Sales Agreement
between the two conpanies. It would apoear from oorrespondense
that J-id saies Deople in the fleld have ths impression Bestwall
ad justments o J=M cover the entire clalm of the J=i customwr,
a that Johns-Aanville merely acts as the agent trensmitting the
ad justment from Bestwall to the JeH sustomer. This is not Zeet~
wall's lntervretatiom of the “ales A resment, and a clear under~
standing of this would recove much of the friction that develovs,
as well as save useless sorrespondence and delay in J-M settling
with the J-{ customsy using the material.

[asically a eomplaint arises Lesauss the sustomer using
the material in the fleld 1a dissatisfied. 7This nuy be dissatis-
fagstion in the appearanss or use 5f the material, eithsr in
application or in the finished state; or may be dissatisfasction
with service whieh zenerslly eovers seversl natters.

It 1s necessary for Bestwall t0 have & written record of
every complaint if the situation is to be corrected to avold is
in the future, and particularly if aay munetary ad justaent is re-
quested. In this regerd the J-ii cevple are following through
fairly well, with two exseptisns. It would appear ia reviewing
aany {iles, that the JeX salesman in tiwe fleld is writinz a oom=
2laint long-hand, sending it to his Distriet ffice vhere 1t is
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tysed and then distributed to the shipping plant and others con-
cerned with the oSroblem. Frankly, there 1ls too big a delay
(several }, or 5 weeks) in a great many of these which msans &
delay in the J-A sales peaple in ths field furnishing additional
information which might be necessary for the plant to evaluate
the matter, and in some instances make it impossible to get sam~
Ples that are nesessary. Ainsther point that weuld be helpful ls
o have the J-M sales office fill in the informmtion as to the
.estwall Involce rumber to J-M as well as the date of shipment
relative to the -miertial on which the ccaplaint 1s made. This is
sarticularly inportant where {he s roblea arises with an ascount
who vets frequent snl)menta.

Moat incortant, when the salesmuan makes his initial ine
vestigation and weiltes his complaint, he Xght lamedlately to sale
every effort to dutermine code mmxbers on the aaterial complained
of and to t ake samples of the material and send them to the shipe
ping plant, 1ldontifled with his complaint fully so that the plans
say tie the samples with the complaint when it arrives. 3Zestwall
uses cAnvas covored plastis bda:s for shipoinz plaster matorlals
and a sorrugzated carton for board samplesa. Both of these are
avallabls out of the Fort Dodge Sample Department. Both have been
developed after consideration of the Laboretory problems involved
in testing the zaterisl. If you want to arrange for J=M use of
these containers, nlesase advise me s3 tuat we can set 1% up. The
tazs would cost 157 each, the cartons 257, aad would be billed so
J=4 along with the samples aonthly. A bag holds approximmtely
5 pounds of material, the sorruzated snipping carton takes a san~
2le 13™ x 16" and will hold lel/4" thickness of material, as
shree 3/8" samples, tuwo /2" samplas, two 5/8" saaples, one 1"
sample, sta. :

-Agaln reviewing the files of aany J-d{ coaplaints, 1t
appears that a lot die without an ad justment because the J-M
peeples at the Diatriet Iffice or in tha fleld do not come bLack
and zive the additional informailon requested Ly the shipping
Plant. Ihis may Ye for more information on the complalint, more
sknples, questions as to the anosunt of material involved In the
complaint, use of defective material, eto.

"estwall olant's responsibility is to exaxine the material
and irndicate whether or not there was defective caterial lnvolveds
The amount of the adjustment and the credlit -emorandum covering any
ad Justment made 1s -recared in the testwall ‘eneral Salss office
bigsed on an analysis of all information. Jda wentioned in the be-
£inning, suech ad justnents are 1lialted by the “ales Agreement to
roplacing defective =zaterial at cesst.

in cese of a very serious complaint where the customer
Hay LAave & truckK load or car losd of saterial which he feels is
defeective to the extent that he does ot want 1t, or when a
contructor asks Tor a large adjustaent, be cure a telaphone call
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12 made $o the shipping plant immedistely sueh eondition is known
80 the plant has the oppertunity of sending & man ts examine the
material, suggestionrrections, deteruine the Bestwall Company's
responsibility and to assist where msesssary in disposing eof the
material. When an aseocunt has used the material lmproperly,
applied it incerrestly, not protected it in storage, er used the
predugt for other than the purpesse for whieh it is desigmed, tie
Bestwall Gypsum Cestpamy ean assums RO responsibdility. It is up to
the J=M sales people G0 deteraine wbat adjustment J-M will make
with their customer, but sertainly they should nos cate 1t

on what adjustment Bestwall will mals $6 J-M. Unde oms tances
is material to be retiirmed $0 the shipping plant without the prior
knowledge of ths plant and their indisatien that it will be agree-
abls to return it. Very frequently material ean be disposed of
vham it 13 So another asccount whe will we 1t properly, or to the
sscount who has it on some miner prise sdjustmsnt. If the material
1z found se defective/as $0 be useless, it is better to dump 1t et
that point. All of shese metheds of handling complaint materisl
in the {um elininate the unnesessary handling eosts on the
material.

Unless an error in shipment has besn aads and an excessive
amount of mmterial shipped to the ageount, goods that are returned
to the plant are accepPted anly on the basis of a Returned Joods
Report the plant makes whish will indicate the amount of the sale=
abls material returnsd. All freight is for the customer’s account
an? thare is a 10% service charge for handling the material. Any
ad jJustment Bestwall makes to J-i op this type problem will reflect
those deductions.

In the event the Eestwall 7lant iz not avle t0 shlp all of
thse material en an order at ons time, the shortare will be gan-
celled. The J=* Distriect offise will be given the epportunity to

inerease the guantity of other items avallable to mpet the mini-
mm welght requirewments for the shipment. If an aseount inciste
ou lase than ear load or truck load shipments, sucli ehipments are
only made on the basls of full frelght to the customer's assount.
eptwall will make every effori pogsiiie t0 make shipdenis s
promiged on tilme and wita the type of equi.ment reguested. ure
ticularly i:: timeg o. hizu dewmand for gyosum producte &nd wher
wnere ir & shortasre of senipoing squipment, this may not elways be
necessary. bestwall eannot assume any responsibility far aonectary
ad justazents due to late arrlval of materiils.

In the event of & bllling error, the .illing Jepariment
At the plant will suvoukiioally make adjuBtuenss in the 1. 0ices
vhen t~e error saf beon called to tieir giuie lLivn.

f teamptwell €& be of any escista:ce tLo Janmns-lr v ol

is pandlir - eo »luinte, nleare cive WL Tiw U0 iriva.o 3

c
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C.ntw we are 040 Anxious GO Ce sure ostwall custorers (lnclialng
-~ } are 3aiistled. -fmnever a lant - uallty nan or a _dbiratory
w1 ,3e8 .06l Lus Jield o aszist & J-1 suleszan oa a coolint,
ey are irnaliructed to zive every 0it of assistance to ULis sulese
o s083ible, und o nely sim to the exwent the J-iA sulesnan
Letter understands sy sum orodusts and Lhely propsr use.

.

‘ery tmuly yours,

“ireetor of Teshnical &érvices

1
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