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“Preserving the Past while Building the Future.”

Celebrating 133 Years of Service
A note from the Siewers Family…
The Siewers Architectural Products Show will be held Thursday October 12th!!!
Siewers Lumber Company is preparing for our bi-annual Architectural Products Show,
which will be held at our facility on Thursday, October 12th. This year we will have 25
+ vendors attending this year’s event to answer any and all of your questions. As in
previous shows, Siewers will provide a catered meal prepared by Champagne Taste! We
will host Architects from 11:00 AM to 1:00 PM and Contractors from 5:00 PM to 7:30
PM. Please make this a company event -- The entire crew is invited, just let us know
how many will be attending!!! You can RSVP to Lauren at 358-2103 or
laurenf@siewers.com .
Also, not to be missed is our returning Keynote Speaker for this year’s show, Attorney
Turkessa B. Rollins. Ms. Rollins will be speaking on the use of Contract Forms, Change
Orders, Collections, Mechanic’s Liens, DPOR and other compliance issues. All that
attend will receive an invaluable Construction Law Survival Manual. The program and
manual are all free of charge! Please join us at 2:30 prior to the Contractor’s Show in the
showroom!!! Class size is limited so sign up early!!!
For the architects and designers, we will host two AIA Certification Classes with a
complimentary breakfast and lunch! In addition to breakfast and lunch, you will also
receive 1 LU/HSW Credit for each class!
Thank you for your time and interest in our newsletter as well as your feedback on ways
of making it better! There are some great articles this month on budgeting and dispute
resolution! Please continue to let us know your needs and that your needs are being met!
-The Siewers Family
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Contractor News

Demystifying the Budget Conversation By Madeleine MacRae
If you wait until you are in the home to begin the budget conversation, you have missed a
huge opportunity. Consumers crave information. They want to know what to expect
from the product and how much they might have to spend. You can facilitate this with an
easy-reference tool you can send with every appointment reminder email.
A simple budget worksheet that walks your prospect through your top five or 10 project
considerations and introduces your top three budget guidelines is gold. You can dress it
up or down, but, with those bare-bones, it does three important things:
1. Reduce fear of the budget and replaces it with the seedlings of knowledge and
confidence which you can grow and nurture right into a sale.
2. Positions you as a “helpful” resource who wants your consumer to have all
of the facts before making an important investment with you.
3. Minimizes sticker shock and helps to have them mentally prepared for the
investment conversation during the appointment.
These are powerful benefits that can happen before anyone sets foot in the home. Having
a tool to help your prospects navigate the unfamiliar waters of a window or door project
sets you apart from your competitors and makes you a trusted advisor from even before
you knock at the door.
The more you provide homeowners with the answers and solutions they need, the more
you become an integral part of the decision and the more natural their choice to give you
the project. You become the trusted advisor, the expert, the closer.
When you execute those simple but powerful elements, the budget becomes a
collaborative tool you use with your client, not a tool you leverage against each other.

Dispute Resolution on the Job Scott Siegal
Sometimes it seems like the easiest thing to have happen is for a job to run into a snag.
Suddenly the orderly flow of things is interrupted and the customer, previously eager
and amiable, is irritated or angry. It’s the experience of many contractors that things can
go almost anywhere from that point, including to court. Now you have a dispute.
A dispute, in a way, is like an objection in the sales process. If you don’t know what to
say or how to move the conversation forward, you’re thrown and left feeling helpless.
On the other hand, if you have a procedure readily available, you can eventually defuse
even a difficult situation. In the best-case scenario, your homeowner is even more
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impressed with your professionalism than he/she was when he/she first bought the job
because managing a dispute puts your company to the test. And it’s a test home
improvement contractors often fail.
Clearly Communicated
Here’s the first thing to know about disputes: It’s fairly easy to avoid about 90 percent of
them. You can do so by structuring your sales process, including your contract, a certain
way. If you have policies that are clearly communicated verbally and in writing, you can
head off most disputes. Even if one arises, clear and written policies will serve you well
because you can reference something communicated previously but which, for whatever
reason, the homeowner chose to ignore.
But you’re not going to avoid all disputes. That’s why CCN founder Richard Kaller
created our 10-step dispute resolution system, specifically for members to use in
defusing these situations.
A system does several things. For one, it gives you a blueprint for how to proceed when
lots of stress and aggravation enter the picture. You go from point A to point B, moving
logically toward a conclusion that leaves the homeowner satisfied. In addition, because
it’s a system, anyone can be taught to use it. It’s no longer always up to you, the owner,
to step in and resolve these situations—doing that is a recipe for burnout.
That’s why we spend a whole day teaching dispute resolution at the Blue Collar
Management boot camp. At Maggio Roofing, for instance, we have everyone learn the
dispute resolution system, because everyone—sales, production and administrators—
could encounter a dispute with a customer. And if not handled properly, that dispute
might turn toxic. You don’t want that.
Be Cool, Be Clear
Let’s say your production people are trained in the dispute resolution process, meaning
they’re equipped to solve whatever problem occurs right there and then. You, the owner,
may hear about it at some point, but it’s their situation and their responsibility to handle
it.
Let’s say, for instance, that a roofing tear-off starts and it’s quickly discovered that
there’s rotted wood. Not just the sheathing but some of the framing has to be replaced.
Let’s say this happened because there was no attic access and the roof, when you walked
it, seemed solid enough because there were so many layers of roofing material on it.
Nevertheless, the job is now going to take a few extra days and cost several thousand
dollars more. The homeowner’s furious because, he/she says, the salesperson should’ve
known this would happen and should’ve included it in the price. “You’re the experts!”
Now he or she is yelling at the project manager who has presented him/her with a
change order form to sign and needs to collect a check. For the moment, the job stops.
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Back Off
The first thing the process teaches is to step back and not respond in kind to whatever
irritation or rage might be coming from the homeowner. That’s not always easy because
our brains are wired to instantly match the mood and tone of whomever it is we’re
conversing with. Its why, when these things happen, contractors get their backs to the
wall and yell and get defensive. That won’t solve anything.
If you pause and step back, then you can remain calm while the homeowner vents.
His/her frustration is real and needs an outlet. Listen, show concern and take notes. The
fact you’re not responding in kind has its own calming effect. If two people are in
dispute and only one of them is yelling, the yelling soon seems pointless.
Once you’ve let the homeowner have his/her say, find out what’s really wrong. In this
case, he/she would tell you he/she signed a contract saying your company would replace
his/her roof for $20,000, and now we’re asking him/her to pay an additional $5,000.
Restate what he/she said. “So you’re not happy we need to replace the sheathing and
framing and the job will take two extra days?” Let’s say he/she agrees. Ask if there’s
anything else about the job bothering him/her. The reason you do this is because: 1) now
his/her concern is out in the open and 2) addressing that concern won’t immediately lead
to others being raised.
On Common Ground
Once he/she seems satisfied you know what the problem is, establish some positive
common ground. The job started on time? True. The crew left the site spotless every
day? True. In other words, everything’s not bad—it’s just that this problem exists, right?
Now you’re in a position to explain why it exists and why it will cost extra money to
correct, whether it’s corrected by your company now or another company later. It’s not
something you created, and it’s not going away.
Expect the homeowner at this point to rebut what you’re saying. That’s fine—it’s in the
give-and-take that understanding is established. What you’re telling him/her may not be
what he/she wants to hear, but it is the truth and it’s going to take some time to sink in.
Don’t argue.
Once the owner understands the facts, explain your goal is 100 percent satisfaction.
However, he/she needs to know it’s not your company’s fault that, given lack of attic
access and layers of roofing on the house, the rotting wood situation was not detectable.
Ask if he/she believes this is contractor negligence. If the answer is yes, explain any
contractor working on the house would’ve found the problem at some point. This is what
“unforeseen conditions” means and why it’s a clause in the contract, and it was noted in
the proposal that any rotted wood is extra.
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Price Objection
The homeowner, now calm and in listening mode, probably is still not going to be
satisfied with the idea the job costs that much more. Remind them there’s no way you
could’ve known that problem was there—you have no crystal ball—and that taking care
of the problem does cost a lot of money, but it’s not as if your company had created that
problem through negligence. If that’s understood, now you’re dealing with a price
objection. Explain what needs to be done and why—the additional work has to happen
for the job to be completed—as you ask him/her to sign off on a change order.
Who’s Responsible
The important thing is to have a process that allows you to talk about issues that arise in
a non-emotional way and to move it toward a satisfactory conclusion. Things go wrong
on jobs all the time. There’s always the possibility of unforeseen conditions or extra
work. Sometimes, with exterior work, it’s a maintenance issue on the homeowner’s part.
And sometimes there are situations where someone on the crew makes a mistake, though
that’s far less common. Whatever it is, figure out what the problem is and put the
responsibility where it belongs.
The dispute resolution process is an educational process—like selling. If the homeowner
reluctantly hands you a change order check for $5,000 just to get the job done and you
off the property, you’ve made a profit but created an unhappy customer. The point in
resolving a dispute is to move toward agreement and a happy customer. You want them
to understand what’s wrong and why. If they do, they’ll be glad you’re there to take care
of the problem.
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October 12th

2017 Siewers Architectural Product Show
RSVP to laurenf@siewers.com or 358-2103
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Feel Lucky!

Be sure and bring your business card next time
you visit Siewers. Just drop it into the glass fish
bowl on the counter to enter a monthly drawing.
Good Luck!!!
Congratulations to Rusty Burruss our
August winner!

Siewers will be closed on Monday, Sept. 4th to honor Labor
Day. We will reopen at 7:30 am on Tuesday, Sept. 5th.

Be sure to sign up for your flu shot.
Siewers will have a nurse here on September 20th from 7-8.
RSVP to Lauren at 358-2103 or laurenf@siewers.com.
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Economy Snap Shot……….

Unemployment
Rate – Entire U.S.
4.3%
4.4%
4.9%

July 2017
Prior Month –June 2017
Prior Year – July 2016

Gallon ($)
Of Gas
$2.30
$2.24
$2.14

July 31, 2017
Prior Month – June 2017
Prior Year – July 2016

Consumer
Confidence
(Indexed to value
of 100 in 1985)
121.1
118.9
96.7

Total Housing
Starts/Seasonally
Adjusted Annual
Rate
1,155,000
1,213000
1,223,000

Existing Home
Sales
N/A
5,520,000
5,330.000

National Avg.
Mortgage Rate
3.97
3.9
3.44

Market Summary
Aug. 16, 2017

1/01/17

7/31/16

22,047

19,762

18,432

NASDAQ

6,349

5,383

5,162

S&P 500

2,464

2,238

2,173

DOW

Long & Foster Market Minute / July 2017
New Listings

2,388

Median Sales Price

$249 ,500

Current Contracts 1,992

Days on Market

35

Sold vs. List

Months of Supply

2.6

99.4%
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Company Mission
To serve the needs of contractors and remodelers.

“Preserving the Past while Building the Future.”
Siewers Lumber & Millwork
1901 Ellen Road
Richmond, VA 23230
Phone: (804) 358-2103 Fax: (804) 359-6986
Hours:
Monday – Friday
7:30 a.m. – 4:30 p.m.

Visit our website www.siewers.com for product and general information.
Follow us on Facebook at Siewers Lumber & Millwork

Share with others. . . . . . .
If you know someone that would like to receive our “Siewers Newsletter”,
have them email me at laurenf@siewers.com and we will add them to our
distribution list.
….Next issue Sept. 20th
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