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Marketing Report Your Industry is Your BusinessMessage from the 
Executive

Once again it is time for us to get 
together and celebrate our fabulous 

industry. This Year’s AGM & Conference 
at Chase should prove once again to be 
an exciting event. Register early! We are 
offering a FREE custom embroidered shirt 
or fleece vest to delegates who register 
before February 16.

If there is one thing that you can do for 
your company and your industry, it is to 
attend this annual event. Many volunteer 
hours go into the day-to-day operations 
of this association, culminating with this 
annual conference. Our workshops focus 
on skills vital to the future health of your 
business.  

For those of us that are frustrated by the 
ever-advancing world of computing, we 
are offering a basic computer skills course. 
It is never too late to learn these skills, 
since, as you know, basic computer skills 
are essential for international business 
these days. Your instructor will be Jason 
Karpuk, a certified computer teacher. 

Our Platinum Sponsor, Dietrich’s NA 
is offering a 11⁄2 day course on roof layout 
and 2-D design with free software! 

Those that have not written the 
certificate of qualification exam can take 
our one day preparatory workshop with 
well known industry leader John Boys 
instructing. This will give you an extra 
edge of confidence going into the exam.

If you are shipping to the US, you 
should consider the Log Grading 
Workshop by Dr. Edmund Burke. Graded 
logs and timbers will soon become a must 

Marketing has become a significant 
focus of our efforts over this past 

year. We are working in quite a few 
different areas to promote our industry 
and use of massive logs and timbers in 
construction.

Internet: The key element has and 
will continue to be our website. The 
website photo gallery now features over 
120 member photos with hot links to each 
member’s site. All marketing will direct 
political clients towards our website where 
they can preview these photos and contact 
the company of their choice. An emphasis 
will be placed on attracting buyers, likely 
to be repeat clients. The site has had 
substantial upgrades this year and we will 
continue to expand on this. We hope to 
incorporate more educational materials 
for potential clients in future updates. 

2010 Olympics: Committee members 
have been making presentations to 
decision-makers and architects related to 
the Olympics and its many venues and 
legacy projects.  This strategy of pitching 
our products before designs take shape 
should prove to be worthwhile.

KVR: Construction of the first 
trestle, #18, is currently being completed. 
The Ministry of Water, Land and Air 
Protection is at this time accepting bids 
from engineers and project managers for 
services related to the rebuilding of the next 
5 trestles this year. There is an opportunity 
here for ambitious companies to bid 
on the reconstruction of the remaining 
trestles. The Federal Government has 
pledged 13.5 million dollars toward the 

In this age of cheap foreign labour, and 
mass-produced commodities, British 

Columbia’s log and timber building 
industry stands as a testament to the 
enduring beauty and usefulness of a made-
to-order quality product. Every logbuilder 
or timberframer takes great pride in their 
craft. Most did not choose this line of 
work for the profits to be made, but for the 
love of the trade, the joy of working with 
wood, the opportunity for expressing an 
individual vision, and the satisfaction of 
a well-designed and constructed building. 
These things do not change, nor should 
they. Technology, methodology, and global 
market forces, do change, however. And 
these changes can bring unprofitability 
with them if not adapted to.

The goals of the LTBI are many-fold, 
but central to all our activities is to see 
the BC industry remaining as a force 
to be reckoned with, and that member 
companies maintain, and increase, their 
profitability. This can be done through 
many means, and we want to assist you in 
any way we can. 

This year at the 2005 AGM & 
Conference, we are offering workshops 
to help you design, communicate, get 
journeyman-certified, and grade wood. 
These are all things that are essential 
in today’s marketplace for maintaining 
competitiveness. Would you like to have 
in-house drafting services to offer your 
clients? The Dietrich’s 1 1⁄2 Day Workshop 
will get you started down that road. As 
an extra bonus, the software you will be 
using is free for you to take home and 
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for business south of the border.  
Our Sponsors and Exhibitors will 

be featuring the latest technologies, 
tools, services and products. Visit their 
displays and see their demonstrations. 
You can even try some of their latest 
tools in the Tool Test Area!  Connect 
with some of the province’s finest 
carvers, to offer your clients that 
finishing touch.

Finally if you need only one good 
reason to attend, it is simply for the 
networking opportunity—to have a 
couple of beers with some old friends, 
make some new ones, and find out what 
is going on!    ●
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further hone your skills.
Do you find that your clients prefer 

the computer to communicate? Is your 
dialogue with them hampered by this? 
Remove those barriers with our Computer 
Skills Workshop, instructed by a certified 
and experienced teacher, Jason Carpuck. 
Jason will be able to give you many of 
the skills you will need in an easy-to-
understand and interesting format.

Concerned about the looming changes 
to the US building code requiring graded 
wood? Then sign up for our Log and 
Timber Grading Workshop. Dr. Edwin 
Burke of the University of Montana is 

a wood scientist. You will find him a 
knowledgeable and engaging instructor.

Give your clients the confidence that 
your builders know their trade by helping 
them become journeyman. Enroll them, or 
yourself, in the Certificate of Qualification 
Exam Workshop. We will not be giving 
away the answers to the exam, of course, 
but this workshop will give a sense of the 
scope of the questions, and what areas 
will be covered. Instructors John Boys 
and Brian Lloyd had a hand in created 
the exam questions originally, and their 
knowledge of the material is extensive.

If you are not attending a workshop, 
we know that you will find our speakers 
interesting and educational:
§ Hon. George Abbott, Minister of 

Sustainable Resource Management 
will open the day of Feb. 26.

§ Kevin Rothwell of the Better Business 
Bureau will present on building your 
credibility.

§ Don Nelson of WCB will speak 
on Crane Safety and Operator 
Certification, encouraging input from 
members.

§ Bill Downing, CEO of BC Wood, 
will update us on global market 
intelligence.

§ Brian Krieger, General Manager 
of the 2010 Olympics Commerce 
Centre will be speaking on Olympic 
Opportunities and Procurement.

§ Barrie Sanford, author and historian, 
will present the following mourning 
on the historic wooden structures of 
the Kettle Valley Railway.

§ And the accounting firm, BDO 
Dunwoody, will be sending a speaker 
to address financial matters around 
business growth and profitability.

§ B. Allan Mackie will be coming as 
a guest, and we are honoured to have 
such an instrumental industry figure 
attend.

Our registration fees have remained at 
the same low rate for the second year 
now because we have partners who 
have believed in your business and in 
your industry to sponsor this event and 
our other activities in 2005. These are 

companies who want to offer you a 
superior product at a competitive price, 
and are very interested in your feedback to 
further refine what they have to offer.

Dietrich’s software was created by 
and for timberframers, and has recently 
developed a log building module with 
direct input from this industry. WEDC 
has a mandate to promote the economic 
growth of the west, and help businesses 
and associations contribute to that growth. 
Stihl makes chainsaws that have been 
refined with industry feedback, too. You 
can bid on them at the Live Auction, and 
maybe win one in the Chainsaw Draw! 
Makita sets the industry standard with 

their durable electric power tools. The Tool 
Place, with stores in both Kelowna and 
Kamloops will retail Makita tools to you, 
along with any other tool you may need. 
Hundegger is the machine to consider if 
you are considering automation of your 
business. To preserve your buildings for 
future generations to enjoy, utilize the 
technology of CBR Products. And, to 
protect your buildings in transit, as well 
as your entire business and assets, choose 
Baron Insurance, a company that has plans 
tailored to your particular needs.

The vision you have for your business, 
for growth, prosperity, professionalism, 
and sustainability is also our vision for the 
industry. Come to Chase and join with us 
in making that happen. ●
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“The vision you have for your business, for growth, prosperity, professionalism, and sustainability is 
also our vision for the industry. Come to Chase and join with us in making that happen.”



Education and Training Committee Report

A formal request went out to the 
Industry Training Authority (ITA) in 

October 2004 requesting a re-evaluation 
of the Certificate of Qualification (C of 
Q) Challenge Exam for Journeyman Log 
Builder status. It also requested a break-
out of the C of Q question bank into 
Level 1, 2, and 3 challenge exams to best 
identify the level industry employees are 
at within the log builder apprenticeship 
program. Additional questions would 
also have to be written for these levels. 
It was hoped that the ITA would fund 
and facilitate a meeting of professional 
log builders in order to accomplish this 
task. The ITA was receptive to the idea 
and does acknowledge the need for 
refinement of the C of Q exam and the 
need for lower level challenge exams, but 
they have limited financial resources and 
are putting a priority on those programs 
that have the highest levels of industry 
and trainee participation. Our request of 
convening about 16 persons for 4 days to 
do examination revisions for a program 

that currently has 25 active trainees in the 
apprenticeship program was too excessive 
for the ITA. 

The ITA is also having difficulty in 
understanding how we can proceed 
with the exam component, without first 
completing the full curriculum. To date, 
Levels 1 and 2 curriculum is 100% 
complete. An action plan and budget to 
complete Level 3 and write Level 4 is 
currently being developed. I must admit 
that before the 300 plus question bank for 
the C of Q was written I had difficulty in 
understanding how any exam component 
could be written with no curriculum 
completed whatsoever.

It was pretty obvious to me and others 
that all your ducks should be in a row but 
somehow the question bank was written 
and is being used to judge whether you 
are a journeyman log 
builder. So, this being 
the case I could see 
no reason why not to 
break out the question 

bank into Level 1, 2, and 3 challenge 
exams. Addressing this, the ITA writes:

“With respect to any additional 
investment by ITA, this would be 
considered once the program outline 
[curriculum] is satisfactorily completed....

“Perhaps a more cost-effective strategy 
would be to integrate the examination 
revision with the remaining program 
outline development. This is typically the 
approach that is taken in the majority of 
other trades. 

“I would like to suggest that you have 
some discussion within the Association and 
that we consider convening a meeting to 
discuss the issues and a practical, cost-
effective way to move forward”.

The good thing is that the ITA is willing 

Continued on p.5



Lift-off for Crane Operator Certification
By Don Nelson, WCB Manager of Industry Services–Construction Woodsman 

Equipment Ltd.
Retailing specialty log building tools, 
Stihl, Husqvarna, and Jonsered 
chainsaws. Expert in-house repairs. 

Roger Arksey 
1850 10th Ave SW
Salmon Arm BC
V1E 1T4

PH: 250-832-4045
FX: 250-832-4301
sales@woodsmanequipment.com

Lloyd Ventures
Expert witness—construction documents, 
contracts and log building systems: 
Building Examination, Litigation, 
Depositions, Mediation, Photography.

Brian Lloyd
7304 Tronson Rd
Vernon BC V1H 1N2
PH: 250-549-3821
FX: 250-549-3545
bg_lloyd@hotmail.com

Cranes come in all sizes and shapes and 
work in virtually all industries across 

our province. For safety, the competency 
of crane and hoist operators is crucial; 
and the WCB is working with industry 
to launch a new system to assure that we 
have qualified operators.
In early 2004, the WCB proposed a 

regulatory change calling on employers 
to formally assess their crane and hoist 
operators, using evaluation processes 
acceptable to the WCB. This was our 
initial response to changes made to the 
provincial industry training system a 
year previously that limited the ability of 
operators to become qualified in B.C.
But our proposal generated significant 

opposition at public hearings last spring. 
Most employer and labour groups made 

it clear that they preferred some sort of 
“credentialing” option. Many suggested a 
regulatory requirement for crane operators 
to complete a mandatory certification 
program with standardized training 

conducted by a third party. 
The WCB Board of Directors heard the 

industry and in July 2004 asked staff to 
develop another way of qualifying crane 
operators. It was to be acceptable to 
industry, have the capacity to be in place 
by January 1, 2006, and keep the Board’s 
role entirely separate from the certification 
process.
Over the next few months, we worked 

toward satisfying those requirements and 
in December presented a new idea to a 
day-long meeting of representatives from 
key segments of all industries—buyers 
of crane services, employers of crane 
operators, labour representatives, industry 

associations and individual 
suppliers, owners and renters.

What they heard was a WCB proposal 
responding to employer and labour 
suggestions of last spring. It was that 
the WCB adopt for regulatory purposes a 
system similar to the existing certification 
program of the National Commission 
for the Certification of Crane Operators 
(NCCCO). This international joint 
employer-labour organization certifies 
mobile and tower crane operators in the 
United States. 

Safety regulations in many American 
states mandate NCCCO certification or 
apply its standards directly or indirectly. 
This is the only North American program 
accredited for crane operators by the 
National Commission for Certifying 
Agencies.

The NCCCO-based system seems 

like a good model for B.C. It doesn’t 
involve excessive training or experience 
prerequisites, but rather relies on the 
assessment of individual skills, knowledge 
and competency.
The WCB intends to move quickly now to 

assist industry with the creation of a home-
grown system to deliver independent third-
party certification of crane operators in 
B.C. We know this is feasible. 

Given continuing positive industry 
feedback this winter, we’ll work with an 
industry core committee to establish a 
standard by which certification of crane 
operators will become a reality for all 
industries throughout the province. 
At this point, though, we’d like to know 

what you think about crane operator 
certification  and how it might work for 
B.C.’s construction industry. For more 
information, or to send us your comments, 
please email cranopce@wcb.bc.ca. 
Industry input like yours will help the 
WCB get crane operator qualification 
safely off the ground. ●

Come to Chase for the 2005 AGM 
& Conference and hear Don Nelson 
speak on Crane Safety and Operator 
Certification. 
There will also be the opportunity to 
offer feedback to WCB on this issue. 
Don will be speaking on the morning 
of the 26th.

“The WCB intends to move quickly now to assist industry with the 
creation of a home-grown system to deliver independent third-party 
certification of crane operators in B.C. We know this is feasible.”

Our Master of Ceremonies, Dave Sutherland, 
working at his night job during the 2004 AGM 

& Conference.



Allied Associates

All-Span Engineering & Construction
Consulting structural engineering 
services.
Dete Mordhorst
all-span@telus.net
PH: 604-940-2212
FX: 604-940-1516
Cell: 604-671-5295
 
Canadian Log Homes Supply 
Perma-Chink Distributor: trusted 
products for new logs, maintenance, and 
restorations in Canada.
clhs@webhart.net  
K0J 1T0
PH: 1-800-746-7773
FX: 1-800-746-7773

Cascade Aqua-Tech Ltd.
All types of sealants, foam tape, 
waterproofing, caulking, and construction-
related products.
Dan Bashuk
danb@cascadeaqua.com 
Toll Free: 1-866-487-1330
PH: 250-487-1330
FX: 250-487-1329
Pager: 250-770-7266 

Caribou Crane Services Ltd.
Crane Service--specializing in log home 
setup. 
Pat Blackwood
PH: 250-296-3248
FX: 250-296-3214
Cell: 250-305-8177

HCT Wood Products
Supplier of beams, siding, decking, T+6 
and speciality products in WRC Fir, 
Larch, spruce, pine & hemlock.
Norbert Conrad
PH: 250-366-4320
FX: 250-366-4333

Industry Canada
International Trade Commisioner.
Harvey Rebalkin
rebalkin.harvey@ic.gc.ca
PH: 604-666-1445
FX: 604-666-0954

International Log Builders’ Association
The ILBA is a worldwide organization 
dedicated to furthering the craft of 
handcrafted log building.
Cathy Hansen
cathy@jogassociation.org 
Toll free: 1-800-532-2900
PH: (250) 547-8776

FX: (250) 547-8775

International Trade Management
International Shipping--Freight/ Logistics-

-Export Development. 
Keith Budd
itmcanada@shaw.ca
PH: 604-228-9413
FX: 604-228-9402

Mill & Timber Products Ltd.
Timber Management, Log Sales, Marketing
Doug Abbott 
dougabbott@apgroup.ca
PH: 604-580-2781
FX: 250-580-3646
Cell: 604-328-5550

SKD Enterprises Inc.
Timbers and beams for log home builders 
and timberframers. Aspen T & G panels.
Albert Smith
skdent@telus.net
PH: 250-962-4805
FX: 250-9624806
Cell: 250-613-7908

The Pas Lumber Company Ltd.
Quality house logs, beams and timbers; 
fir, spruce, and pine.
Logs: Chet Hoecherl 250-960-3915
chet@paslbr.bc.ca
Timbers: Gregg Koehler 250-562-3361
gregg@paslbr.bc.ca
PO Box 879
Prince George BC
V2l 4T8
PH: 250-562-3361
FX: 250-562-5490

Timber Frame Business Council
Scout Wilkins
217 Main St.
Hamilton MT
USA 59840

Timber Pro Coatings
The manufacture and sale of wood finishes.
Dave Hesketh
info@timberprocoatings.com
PH: 604-270-4244
FX: 604-270-4247

Westwood Custom Windows & Doors
Custom handcrafted windows and doors--
specializing in log homes. Mark and 
Susan Recksiedler
westwood@junction.net
Box 216
Armstrong BC
V0E 1B0
PH: 250-546-2966
FX: 250-546-293

to work with us. But we will have to work 
within their terms and budget restraints. So, 
in order to move away from this current 
situation and achieve full implementation 
of the Log Builder Apprenticeship 
Program with all challenge exams in 
place the remaining program curriculum 
must be completed. Preliminary work 
on this has already commenced and the 
Association does have some remaining 
funds to put toward further curriculum 
development. All of this will take more 
time. How much time I cannot say but 
please bear with us. I know it is frustrating 
to employees and employers alike. On 
the plus side, keep in mind this is the first 
Log Builder Apprenticeship program in 
North America and it’s here in 
British Columbia   ●

reconstruction of all the trestles. Some 
alliances between companies and perhaps 
even local contractors may be necessary 
as the pouring of new footings will be a 
component of the reconstruction. Pouring 
of concrete by helicopter may even be a 
possibility as the footings of trestles soon 
to be assembled will not be accessible 
by truck until the foregoing trestle is 
completed.

BC Wood Specialties Group: We 
have agreed to work in cooperation with 
the hard working people at BC wood, in 
marketing-related maters. They will be 
using our industry to implement their new 
sector-based marketing project. This will 
benefit our members by giving us more 
direct input into marketing strategies 
and specific markets. The ability of BC 
Wood to access funding and implement 
marketing plans deserves serious 
consideration. Do not miss CEO Bill 
Downing’s Presentation at our upcoming 
AGM & Conference.   ●
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Why Didn’t I Make a Profit?
You bid right and you built right, but you still lost money. 

Here’s why.

There is, in fact, no mystery to loosing 
money, says Michael Stone, author 

of Markup and Profit: A Contractor’s 
Guide [www.markupandprofit.com]. 
“Contractors simply fail to apply a proper 
markup on their work to make a profit. It’s 
the main reason why so many people go 
under,” he says.

For many contractors, the trouble starts 
with estimating. Most renovators are good 
at estimating materials and labour, but 
where they go wrong is they underestimate 
overhead. To get your sale price right on 
each job, says Stone, combine accurate 
job costs and profit in the right proportions. 

“Each job you do has to carry its share,” 
remarks Edmonton renovator Bob Schulz. 
That’s the first reason profits disappear. 
But there are more:

You Guesstimated.
Just because you did an estimate, doesn’t 

mean you did it well enough. You made 
assumptions and they didn’t turn out to be 
true. Maybe you should be David Litwiller 
of Litwiller Developments in Calgary. He 
has 83 lines on his estimating sheet. “each 
line has three or four sub-lines,” he says, 

“and I also have notes referencing certain 
lines to remind me of price variants and 
current unit costs.” 

Staying current with unit costs is crucial. 
Cal Smuland of Smuland construction 
in Grand Forks, B.C., knows the 
consequence of not keeping up. “The unit 
costs I used this spring generated a 10-per-
cent profit. By August, I was just breaking 
even.” If your not confident your own 
estimating system is accurate, there are 
several software packages available, like 
HomeTech. “It’s inexpensive, thorough, 
and offers quarterly unit costs updates,” 
says Jim Wolff, a contractor in Pickering 
Ontario.

You Didn’t Forsee the Unforseeable.
It doesn’t require a crystal ball to know 

surprises lurk behind unopened 
walls, yet somehow you keep 

forgetting to add a contingency fund 
in your bid to cover those costs. Again, 
maybe it is time to follow Litwiller’s lead. 
He automatically ads an extra 20 per cent 
for lathe and plaster houses. “ I know I’ll 
be dealing with knob and tube wiring, cast 
iron stacks and galvanized pipe.” Contracts 
should also explicitly state what’s not 
covered, such as additional surveying or 
engineering costs, plus unknown costs 
that show up during the job.

You Fumbled the Change Orders.
Few jobs progress without changes, and as 
Smuland says, “It’s easy to be a nice guy 
and get talked into doing extras for free”. 
That’s a huge mistake many contractors 
end up paying for—literally. “The biggest 
single source of margin shrinkage comes 
from not tracking change orders and extras 
properly,” Schulz says. When something 
must be added or removed, you and the 

homeowner should sign a detailed change 
order covering how changes will affect 
labour and material costs, as well as the 
project’s schedule.

Your Markup Wasn’t Enough.
A profit of eight to 10 percent is reasonable 
in this business. To hit that target you need 
to accurately calculate your overhead 
expenses and figure out the markup. “It’s 
important to save all your receipts and 
track all your expenses,” says Wolff. 

“Knowing my overhead means I aim for 
a minimum gross profit of 40 per cent, 
so that my net profit will be at least eight 
per cent.” Stone estimates that most 
renovators have overhead expenses in the 
24 to 42 per cent range so “they’ll need 
markups of 50 to 60 per cent to stay in 
business. Contractors claim they can’t 
sell a job at that markup. Well, profitable 
companies do it every day.”

David Kinley, “Why didn’t I make a 
Profit?” Canadian Contractor, Facts & 
Ideas Asked and Answered, Winter 2004, 
p.22. Reprinted with permission.   ●

“Contracts should also explicitly state what’s not covered, such 
as additional surveying or engineering costs, plus unknown costs 

that show up during the job.”

BC Log & Timber Building 
Industry Association

Executive:
President: Peter Sperlich
Vice President: Bob Warren
Secretary: Wally Bramsleven
Treasurer: Anna Bramsleven

Board of Directors:
Brian Lloyd
James Fountain
Matthew Leck
Del Radomske
Tom Jackson
Theo Weiring
John MacGregor
Scott Jackson
Albert Smith (Board Advisor)

Committee Chairs:

2010 Olympics,  Wally Bramsleven:
sitka3@bcinternet.net

Fibre Acquisition, Kevin Mitchell: 
kmitchell@uniquetimber.com

Marketing, Peter Sperlich:
sperlich@junction.net

Membership Services, Peter Sperlich: 
sperlich@junction.net

Education & Training, 
Bob Warren: rgw@khita.com

Business Building, Brian Lloyd:
bg_lloyd@hotmail.com

AGM & Conference, Peter Sperlich:
sperlich@junction.net

Health & Safety, co-chaired by
Brian Lloyd: bg_lloyd@hotmail.com
Peter Sperlich: sperlich@junction.net

Administration, Colin Williams:
info@logbuilders.net. 
250-592-9004. Fax: 250-592-9048

LTBI
PO Box 2036, Stn A
Kamloops BC
V2b 7K6



Wanted: 2-3 experienced log home 
builders. Experience must include 
Scandinavian overscribe and saddle 
notch construction techniques. 
Timberframe and post and beam 
experience an asset. Contact Gerhard 
Ronner of Cancedar Log Homes, 10128 
Shamrock Dr., Chilliwack BC, V2P 5L4. 
PH: 604-703-1012, FX: 604-703-1013. Cell: 
604-836-8315. cancedar@shaw.ca

Trust is the essential element for 
business success. When customers 

trust you, they will keep doing business 
with you, and they will send other 
customers to you. 

If you are the only person handling 
your own business, you have complete 
control over the relationship with the 
consumer. When you hire others, you will 
need to train your employees to respond to 
customers in the way that you want.

Unhappy customers may file a formal 
complaint with the Better Business Bureau 
(BBB).The BBB would then work with 
your company to resolve the complaint. 
The BBB offers mediation and arbitration 
services. The BC Mainland Bureau 
handled more than 4200 complaints in 
2003, with only 40 requiring arbitration. 
More often, unhappy customers will tell 
other people how badly your business 
treated them. Over time, your company’s 
reputation could suffer. Don’t let this 
happen. You can prevent most customer 
problems.
TIP: Develop a formal complaint-

handling procedure and train your 
employees to use it. 
It’s a good idea to develop a consistent 
complaint-handling program, including a 
written policy. Be sure your plan includes 
responses that comply with the law. 
Consumers complain to the BBB about 
these kinds of problems: 
§ Bad treatment. Customers complain 

when they feel they have been 
mistreated. This is the easiest problem 
to avoid. Make your customers feel 
respected. 

§ Poor or slow complaint handling. 
Respond promptly. Acknowledge 
receiving the complaint, and say 
when you might be able to resolve the 
problem. 

§ Failure to deliver a promised item 
of merchandise or a service. If there 
will be a delay, contact the customer 
to explain when the product or service 
might be available. The law may 
require that you offer the option to 
cancel or accept a substitute. It is 
certainly good business practice to do 
so. 

§ Product or service quality is poor or 
damaged. 

 When you sell something, it is implied 
that the item is good enough to sell 
(“implied warranty”). Because of 
this, if you supply a defective item 
or service, you are required to offer 
to substitute a good item or service, 
provide a repair, or supply some other 
solution. 

§ Refusal to provide a refund. Make 
your refund policy available at the 
point of purchase before the sale is 
made. Abide by the terms of your 
policy. Customer can’t locate help. 
Make it easy for the customer. Print 
your name, address, and customer 
hotline number on your receipts, 
contracts, and Web site. 

§ Misrepresentation. Avoid this 
problem by teaching employees 
how to communicate your policies 
honestly, clearly and consistently. 

§ Failure to honour prices, warranties, 
or deceptive advertising. Deliberately 
misleading customers is illegal and 
bad for business. 

§ Misuse of private customer 
information. Create a privacy and 
data security policy that complies 
with applicable laws, make the policy 
available to customers in writing, and 
train employees to safeguard private 
customer information. 

The key to good customer service is an 
honest and friendly attitude towards the 
customer. Pay attention to workplace 
stresses (conditions such as temperature, 
light, noise, access to adequate information, 
etc.) that affect your employees; do your 
best to make it easier for them to serve 
your customers politely.
TIP: Show that you’re willing to help 

solve the customer’s problem, even if 
you don’t agree with what the customer 
says. 

These practices can help you and your 
employees have a positive attitude with 
benefits for your bottom line: 
§ Listen to the customer. If you are 

talking, you aren’t listening. Listen 
actively, to understand the main points 
and show that you hear what is being 
said. 

§ Don’t run away from anger, and 
don’t respond with anger. 

 Say you are sorry that something 
made the customer unhappy, and offer 
to help solve the problem. 

§ Make sure you understand the 
customer’s complaint. Summarize 
what you think you heard and ask 
the customer if that is what he or she 
means. 

§ Ask the customer to tell you exactly 
what kind of solution he or she wants. 
Be friendly and sympathetic. 

§ Offer some kind of solution. If you 
can’t offer everything the customer 
wants, try to provide a solution that 
will make the customer feel better 
about your business. 

§ Make the customer feel important. 
Always thank the customer for doing 
business with you.  

The old adage is still true: happy customers 
tell others, unhappy customers tell even 
more people.
Kevin Rothwell is the Business Services 
Representative in the Thompson-Okanagan 
region for the Better Business Bureau of 
Mainland BC.  (250) 545-0219   ●

Respecting Your Customers

Come and hear Kevin speak at our 2005 
AGM & Conference on Feb. 26. His 
topic will be “Building Credibility”.

Who will win the Chainsaw Draw in 2005?



Riverside Forest Products
Green and dry houselogs 
and character wood, 
available year-round from 
our sort yard near Kelowna, BC.

Gudeit Bros. 
Contracting Ltd.
Quality Home Logs
lgudeit@telus.net

Goodman Media Group
Jason Goodman, President 
The Goodman Media Group publishes Log Homes 
Illustrated, Timber Homes Illustrated, and The Log and Timber Frame Expo.

250 West 57th St.
New York, 
NY, 10107 USA
www.loghomesillustrated.com

Len Gudeit
PO Box 1026
Lumby BC
V0E 2G0
PH: 250-547-9899
FX: 250-547-9818

LTBI 2004 AGM & Conference Sponsor

Gary Greyell
#11--368 Industrial Ave. 
Kelowna BC
V1Y 7E8
PH: 250-763-6661
FX: 250-470-4375

PH: 212-262-2247 ex228
FX: 212-262-2278
jgoodman@gmgpub.com 

LTBI 2004 AGM & Conference Sponsor

Indian and Northern Affairs Canada
Regional Coordinator, Aboriginal Workforce Participation Coordinator, BC Region.

Brian George
#600-1138 Melville St
Vancouver BC V6E 4S3

PH: 604-666-5100
www.ainc-inac.gc.ca

Gold Sponsors of the 2004 AGM & Conference

When Do I Say No To a 
Client?

When you see these five warning signs, 
run fast. Or else live to regret

 taking the job.

Like so many contractors, Alvin Epp 
likes to keep busy. So it’s no surprise 

that the owner of Kelreck Services in 
Abbotsford BC says that during the lean 
times he “fought hard for jobs and was 
unwilling to let go.” that sometimes meant 
talking unprofitable jobs and working with 
difficult clients. 

He learned his lesson. Epp now knows 
the smartest way to deal with arduous 
leads is to make sure they never become 
clients. “Taking the time to pre-screen 
clients up front will save you time in 
the long run,” says Victoria Downing, 
president of Remodelers Advantage, a 
consulting firm for contractors based in 
Fulton, Md.

Screening isn’t difficult. mainly 
because difficult customers are pretty 
good at letting you know early on—and 
loud and clear—how tough they are to 
work with. “I often get a gut feeling about 
bad clients. Whenever I have ignored it, I 
have gotten burned,” says Bob Rasmus, 
owner of RJR Construction Management 
Services in Vancouver. So trust those 
instincts, and look for these telltale signs.

When the Budget Isn’t Right.
No money, no work. Simple rule, eh? Epp 
always discusses a prospective client’s 
budget during the initial meeting between 
them. “I want to know how realistic they 
are about their project and cost.” You 
don’t have to discuss accurate figures, but 
ballparking will let them know if their 
numbers are realistic,” he says.

When They’re Shopping for the Lowest Bid.
Winning a job strictly on price doesn’t 
interest Paul Mior of the Abbotsford Group 
in Toronto, Ont. “Clients don’t always 
understand the bidding process or the 
reason for price differences.” Mior tries to 
educate potential clients, but if it is obvious 
they’re simply shopping for the lowest bid, 
he bows out. “Competing for jobs can’t 

supersede your business sense.”

  Continued on p.10 
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Coastec Industrial Paints Ltd.
www.coastpaint.com

Dealer for Benjamin Moore paints and industrial 
maintainance coatings, and VIP coatings.

Gary Brown garybrn@allstream.net

116-7350 72nd St.
Delta BC
V4G 1H9

PH: 604-940-3393
FX: 604-940-1160

Please visit 
www.bclogandtimberbuilders.com 

to contact our 2004 Sponsors,  Associates, 
and Associate Carvers, and for full 
information regarding membership 
benefits and becoming a part of the 

LTBI. Our site also contains many links 
to valuable industry resources, and 

government programs.

Western Economic 
Diversification Canada
WD works to strengthen Western 
Canada’s economy. 
Joan Reynolds, Senior Business Officer
joan.reynolds@wd.gc.ca
PH: 604-666-7065
Toll Free: 1-888-338-9378

In the fall of 2003 our association became aware that the International 
Code Council (ICC) was developing a standard for log construction. I 

was nominated to represent the BC industry at committee meetings for 
this standard. 

They do things differently in the States. The committee has to be 
balanced with 3 members each from 3 interest groups; producer, user 
and general. The result was that there were representatives from the 
ILBA, Log Homes Council, American Forest and Paper Association and 
American Institute for Building Design. There were also several engineers 
and building inspectors from across the USA. As the committee had just 
been formed prior to our involvement I was not added as a full member. 
Instead having status as “friend” of the committee. This allowed for 
full participation at meetings and in task groups but I could not vote. 
Consensus was reached on almost every clause before votes were taken 
and I don’t recall even a 7-2 split.

It appeared to me that there were two groups at the table that had 
special agendas. The Log Homes Council was primarily concerned with 
getting current methods used by their members incorporated into the 
standard and resisted attempts to include additional requirements. For 
the most part the committee did not add any new regulations for the 
milled industry. The ILBA was promoting the use of their standards for 
hand crafted construction.

Although there are many positive aspects to the ILBA standards, 
the intent of the new ICC standards will be to give specific standards 
applicable to all forms of log building including, machine cut, laminated, 
turned and of course hand crafted.

Many aspects of the ILBA standards simply are not applicable to 
machine cut buildings. Other aspects such as spiral grain are much 
more restrictive then other recognized grading rules. The current ICC 
draft allows for considerable flexibility for materials and methodology. 
They should also be reasonably simple for building officials to interpret 
and enforce. As a result, no builder in BC should have to change their 
construction techniques to meet the ICC Standard.

There will be additional documentation needed. A construction and 
maintenance manual and log grading will be required. Sections on 
weather sealing the building are still vague. I expect there will be some 
additional work done in these areas.

The standard that has been approved by the committee is currently 
being reviewed by senior ICC staff. They may suggest changes. If so the 
committee may have to meet to approve a new draft before the standard 
is sent to American National Standards Association (ANSI). ANSI 
will then publish the standard and a 45 day public comment period 
commences. All BC LTBI members will be notified when this happens. 
Then the committee must meet to consider every comment. A revised 
draft is published and a 30 day period for further public comment 
ensues, followed by another meeting.

At this point the standard can be submitted to the ICC code change 
hearings and if passed will become part of the building code. The next 
code change hearings are scheduled for the end of February 2005. 
Obviously the ICC-Log standard will not be ready. The next hearings 
are in the fall of 2006.The bottom line is that it will be some time before 
this standard becomes part of the building code. BC builders can use this 
time to learn about any new requirements and to get all their systems 
ready for the eventual implementation.     ●

--LTBI Director, Bob Warren
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When They Want to Do Some of the 
Work.
Anyone who tells you they will do some of 
the work themselves should be red flagged 
immediately, says Ron Sawlor, sales 
manager at Added Spaces in  Lake Echo, 
N.S.  He recalls a client who’s uncle was 
supposed to do the wiring of a renovation. 

“For two weeks we couldn’t reach him, and 
he wouldn’t return our calls.” Remember, 
friends and family of the client aren’t 
working for you, which means they can 
disrupt your work schedule, refuse your 
instructions and instigate a whole court 
case full of liability issues through their 
workmanship.

When You Can’t Get Along.
Use the initial interview with the 
prospective client to get an idea of 
whether you can work with this person. 

Mior has withdrawn from jobs because 
he realized that he and the client weren’t 
seeing eye to eye. “Working in someone’s 
home can be potentially disruptive to their 
routine. It’s a must to know if you can get 
along with them.”

When the Drawings Are On a Napkin.
Beware anyone who takes shortcuts, says 
Sawlor. “Some clients don’t want to spend 
the time or money to get proper plans 
drawn up for larger jobs.” They may also 
ask about how to avoid building permits 
or environmental codes. It’s a sure sign 
that problems lay ahead. Like we said, run 
fast.

David Kinley, “When Do I Say No to a 
Client?” Canadian Contractor, Facts & 
Ideas Asked and Answered, Winter 2004, 
p.24. Reprinted with permission.     ●

All registration forms for membership and the 
2005 AGM & Conference can be downloaded in PDF from 

www.bclogandtimerbuilders.com.

The Live Auction after the Gala Dinner on Saturday 
night is a good place to pick up some quality tools.






