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BBB operationsdirector gives customer relationstips

A large crowd of 40 Miami Val-
ley NARI members and several pro-
spective members turned out for the
March 26 meeting, which was not
only the first dinner meeting of the
year but also the first meeting at
Nell’s Heritage House.

Guest speaker for the evening was
Steven Popp, director of operations,
for the Dayton Better Business Bu-
reau. Steve’'s presentation focused
on deadling with “problem” custom-
ers. He acknowledged what all con-
tractors know: “The customer isn't
alwaysright.” Dealing with custom-
erswho are partialy or totally in the
wrong is one of the greatest chal-
lenges for contractors.

He offered several possible ex-
planations for unreasonable behav-
ior by customers:

» They fed attacked by thecon-
tractor or an employee.

April Events

April LunchMeeting
Date& Time
Wednesday, April 23
11:00 am.
Program
Shawn M. Blatt
Freund, Freeze and Arnold
“Legal Concerns of the
Small Business Owner”

L ocation
Nell’s Heritage House
Cost
$20 for NARI members
$25 for nonmembers
Cdl the MVNARI office at
937-222-NARI or send e-mail to
dayton@naripro.org to make
reservations for this meeting.

* They assumethe contractor won't
deal with them reasonably and
believethey must take an extreme
position.

* They don’t know how to interact
appropriately with people.

» They are hurt and feel pain.
» They are fearful or insecure.

Seve Popp, director of operations,
Dayton Better Business Bureau, was
the guest speaker at the March din-
ner meeting of Miami Valley NARI.

He outlined aten step process for
dealing with customer complaints

» Listen to the complaint.
» Keep your cool. Stay cam.

* Re-state the problemto besure
you understand the customer’s
position.

» Vadlidatethe customer. In other
words, make sure he or she knows
you understand there may be a
problem and want to resolve it.

» Ask questionsto expand your un-
derstanding of the situation.

* Apologize and offer solutions
when it's apparent that the cus-
tomer has a valid complaint.

* Be politely powerful when the
customer isin error.

Ddliver a solution.

* Bepolite, but assertive, with un-
reasonable customers.

» Thank the customer, and keep in
touch.

Marty Williams, Williams Broth-
ers Roofing & Siding, won the at-
tendance lotto drawing, and would
have pocketed $75. Unfortunately,
he was not present, so the April lotto
jackpot will increase to $100. Mike
Caim, Dayton Daily News, a guest
and prospective member, won an
unusualy large split-the-pot draw-
ing. Chuck McKenny, RSVP Post-
card Advertising, held the winning
ticket for a free lunch or dinner a a
future meeting.

April meeting will focus

on key legal concerns

Shawn M. Blatt, an attorney with
the Dayton law firm Freund, Freeze
and Arnold, will discuss“Legal Con-
cerns of the Small Business Owner”
a the April meeting of Miami Val-
ley NARI.

Themeetingwill beat 11:00a.m.,
Wednesday, April 23, a Nell’ sHeri-
tage House, Schantz Ave. at South
Patterson Blvd. Lunch and the pro-
gram will be completed by 1:00 p.m.

To make reservations for the
meeting call the MVNARI office at
937-222-NARI or send e-mail to
dayton@naripro.org

Remember!
The April meeting is a
lunch meeting
starting at 11 a.m.



President’s Message

Dinner meeting draws big crowd

by Bill Bilbrey, CR
W. E. Bilbrey & Sons

Our first dinner meeting in more
than ayear proved to be asuccessin
several ways. We heard a great pre-
sentation on dealing effectively with
“difficult” customers by Steve Popp,
from the Dayton Better Business
Bureau, and agreat crowd of about
40 NARI members and prospective
members packed the private dining
area at Neil’ s Heritage House.

This month’s meeting will be a
lunch event at Neil’s. We will con-
tinue aternating lunch and dinner
meetings for the remainder of the
year. As | said in last month’'s col-
umn, now no one has a good excuse
for not coming to at least afew NARI
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meetings this year!

There are severa other upcom-
ing events you shouldn't miss e-
ther. On June 5 and 6 there will be a
NARI Region IV meeting in subur-
ban Cleveland. June 5 will be an all-
day educational conference orga-
nized by the Greater Cleveland
Chapter. They have put together a
very good program at abargain price.

It's also time for you to plan to
participate in the 2003 MVNARI
Golf Classic. Thisevent is now defi-
nitely set for Monday, August 5, at
Sebastian Hills. We would like to
see at least 25 foursomes on the
course near Xenia in August.

The mission of MVNARI is:

1 To establish and maintain the
association’ sfirm commitment to de-
veloping and sustaining programs
that expand and unitetheremodeling
industry, as well as ensure the
industry’'s growth and security.
2Toencourageethical conduct, sound
business practices, and professional-
ism in the remodeling industry.

3 To present NARI asthe recognized
authority in theremodeling industry.

Thismission is carried out by:

1 Promoting the common business
interests of those engaged in the in-
dustry.

2 Sponsoring educational programs
and activities for members.

3 Enlightening consumers to the
needs and advantages of home re-
modeling and maintenance, thereby
improving the nation’s housing in-
ventory.

4 Recommending legislative and
regulatory action which safeguards
and preserves the remodeling indus-
try and stimulates the marketplace.

Education conference

to be held on June 5

The Greater Cleveland Chapter
of NARI will hold an dl day educa
tional conference on June 5 from
8:00 am. until 4:15 p.m. at the
Hilton South in Independence. The
event is scheduled in conjunction
with a regiona NARI meeting on
Friday, June 6. Membersof al NARI
chapters in Region 1V are invited.

The conference will have Busi-
ness Management, Law, and Sales
tracks, and will feature several dy-
namic speakers. Most of the speak-
ers are well known in the remodel-
ing industry. Below is a partial list
of scheduled presentations.

Business Management Track

“Developing a Company Culture for
Your Business,” and “Determining
Your Rea Labor Costs: Are You
Really Charging Enough?” by
Shawn McCadden, CR, CLC, Resi-
dentia Design/Build Institute

“Find the Right Customers - Target
Marketing for the Small Business
Owner,” by NormaJ. Rit, president
of Norma J. Rist CEO Consulting

Sales Track

“Using Design/Build With a Profes-
sona Sales System,” and “Client
Retention as a Sales Base,” by Joe
Dellano, Residential Design/Build
Institute

Legal Track

“Avoiding the High Cost of Res-
dential Construction Disputes,” by
Robert E. Soles, Jr.; Black,
McCuskey, Souers & Arbaugh

“ADR in Action: A Mock Arbitra-
tion,” by Sharon Obert and an
American Arbitration Association

Paul Deffenbaugh will deliver the
keynote speech, “The Future of Re-
modeling.”

The day will end with aLolly the



Trolley tour of Cleveland and din-
ner with a show in the Warehouse
District.

The program has been approved
for credit toward CR, CRS, and/or
CLC re-certification.

The cost for the full day of busi-
ness and professional remodeling
education is only $79 for NARI
members. This includes a continen-
tal breakfast, lunch, coffee breaks, a
T-shirt, and all the educational ses-
sions. Put the June 5 educationa
conference and the June 6 NARI
Region IV meeting in your PDA to-
day, and look for a conference bro-
chure in the mail soon.

Boomers remodeling
their empty nests

Rather than moving to Florida or
converting children’s vacated rooms
into hobby centers, empty nesters
are undertaking upscale remodeling
projects. Harvard University’s Joint
Center for Housing Studies reports
that baby boomers accounted for
56% of the $131.5 billion spent on
remodeling in 2001.

“People used to retire, go to
Florida and get the apartment on the
30th floor with the killer view,” re-
marks “House to Ourselves’ co-au-
thor Todd Larson, quoted in USA
Today. “Now boomers are a force
that’s making things happen in the
building industry.”

A number of baby boomers are
spending upwards of $40,000 or
more to upgrade their kitchens, mas-
ter bedrooms and bathrooms. Mat-
thew Schoenherr, a Westport, CT,
architect, has seen them pay $60,000
to $1 million to give their less costly,
post-World War Il homes the qual-
ity and detail of older dwellings. Oth-
ersare moving from the family home
to one that better fitstheir needsand
interests. In every case, it addsup to
more business for America’'s
remodelers.

OBOA invitesparticipation in
residential code development

The 2003 code development cycle
for the OBOA Ohio Residential
Code begins this month.

Building code writing isn't lim-
ited to building officials.
Individuas, profession-
as, and organizations,
aong with Ohio code |
officials, are invited 10 ol ="
participatein the process '
to modify the 2003 IRC,
the International Resi-
dential Code for Ohio.
The resulting Ohio Residential Code
will be ready for local adoption in
2004.

The Ohio Residential Code ad-
dresses the building code require-
ments for one, two, and three family
dwellings. Participation in the code
development process can be in the
form of submittals for changes and
testifying before the OBOA Code
Change Pandl at two public hear-
ings.

The calendar below liststhe dead-
lines and dates of the code hearings.
Applicants are encouraged to sub-
mit proposed changes using the
OBOA.org website. Submissions
may aso be made using email or
paper.

Information on the process and
how to purchase copies of the 2003
IRC can befound at OBOA .org. Pro-
posed changes, hearing results, and
challenges will aso be available on
the website.

The 1999 Ohio Residential Code
for One, Two and Three Family
Dwellings modified (or Ohio-ized)
the 1998 International One- and
Two-Family Dwelling Code. Those
modifications will be submitted in
this cycle by the OBOA Code
Change Committee for adoption.

The International Codes, com-
monly known as “The I-codes,” are

model codes developed under the
auspices of the International Code
Council, a national organization of
building officials and alied profes-
sionals and associations.
The historic regional
building officials orga
nizations BOCA,
SBCCI, and ICBO
‘ merged into the ICC
erdier this year.
Comments and ques-
tions can be sent to the
committee at OBOA @hamilton-
co.org, by phone at 513-946-4550,
or by fax at 513-946-4511.

2003 OBOA Code

Change Calendar
Deadline to  propose
changes by mail or fax

Deadline to propose
changes by website or
email
Distribution  of
posed changes
First hearing for pro-
posed changes at Co-
lumbus

Distribution of commit-
tee recommendations
Deadline to submit
challenges to commit-
tee recommendations
Digtribution of chal-
lenges

Final hearing and vote
for adoption of changes
at Columbus

Submit draft to pub-
lisher
OBOAResidentia Buil-
ding Code available for
distribution and adop-
tion

April 28

May 12

June 30 pro-

July 29

August 21

Sept. 25

Oct. 23

Nov. 18

Dec. 31

2004

3



Home elevator demand grows with aging

In-home elevators used to be pur-
chased only by individuals with
physical disabilities, but an increas-
ing number of home owners are in-
stalling elevators to help them age
in place as well as move luggage,
furniture and other heavy items to
the upper floors of
their residence.
AccordingtotheLos
Angeles Times, in-
dustry experts say
only about a quarter
of residential eleva
tors are instaled by
home owners with
long-term disabilities.
Three out of four
home owners with elevators have
them simply for convenience.

While many hide the elevators
behind closet doors or bookcases,
others incorporate unique designs
and use them to enhance the home's
architecture. Upscale elevators can
cost as much as $125,000 and fea
ture stone floors, cherry paneling,
cloud ceilings, chandeliers, paint-
ings, mirrors, and stained glass,
among other touches.

Not surprisingly, elevators are
more popular among luxury home
owners as well as among residents
of beach and mountain communi-
ties, where the high cost of land and
small size of lots makes multi-story
design the most efficient use of acre-
age. The starting price for a stan-
dard elevator model in a new home
is $15,000, but adding one to an
existing property can double the
costs and take months to install.

The elevators are fairly quiet;
powered by electricity; and include
locking gates, brakes, alarms, a
phone and battery backup. Elevator
sales are expected to rise due to the
popularity of multi-story homes and
the anticipated surge in the elderly
population to 70 million over the
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next three decades.

A residential elevator might be a
good optional project upgradeto sug-
gest to older clients who intend to
do an extensive home remodeling or
addition project. It's something they
might not think of on their own.

Forget that luxury bath

laundry rooms are “in”

With an increasing number of
home owners finding refuge in their
residences, laundry rooms are being
transformed from small basement
spaces and alcoves to multipurpose
rooms equipped with upscale appli-
ances, televisions, sound systems,
play areas, doghouses, home offices,
guest quarters and craft stations.

Eastern Kentucky University cul-
tural studies professor Mike
Marsden, quoted in Time, calls them
“gourmet laundry rooms,” which
provide spacious areas for centraliz-
ing activities usually scattered
throughout the entire house. For
home owners with limited space,
large closets are being tapped to cre-
ate multifunctional laundry centers.
Laundry appliances are being up-
graded with space-saving, energy-
efficient, front-loading washers.

Dinner May 28
“Benchmarks for Small Businesses’
Phil Parker
Dayton Area Chamber of Commerce

June 5-6
NARI Region IV Mesting
Independence, Ohio

July 30
Supplier Night
Requarth Lumber
Open House and Dragons game

August 5
MVNARI Golf Classic
Sebastian Hills GC, Xenia

Lunch August 27
“Home Show Participation Is for
Everyone”

Bill Bilbrey/Ray Bell/Jeff Hurst

September 24
Supplier Night
Mueller Roofing Distributors

Lunch October 22
“Worker’s Compensation”
Lloyd Markley
Frank Gates Service Company
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