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Mark Your Calendar

MLA Hosts Area Meetings

C

ritical industry issues will be the focus of the upcoming spring MLA area meetings. An attorney from the law offices of
Seigfreid, Bingham, Levy, Selzer & Gee will be on hand to present important information for dealers - customer credit
issues, wage and hour, succession planning and more. Dealers will also be given opportunities to ask questions.
Each meeting will begin at 10:30 a.m. and will include lunch and will be over at 2:00 p.m.

Dates and Locations

March 23 - Garden City Community College, Garden City, Kan.
March 24 - Heartland Building Center, Hays, Kan.
March 25 - Forest Products Supply, Kansas City, Mo.
March 30 - Timber Products, Wichita, Kan.
March 31 - Saddleback Inn, Oklahoma City, Okla.
April 1 - Holiday Inn, Joplin, Mo.
April 6 - E.C. Barton & Co., Jonesboro, Ark.
April 7 - Holiday Inn Express, Hot Springs, Ark.
April 20 - Mid-Am Building Supply, Moberly, Mo.
April 21 - Forest Products Supply, St. Louis, Mo.
April 22 - American Building Products, Jefferson City, Mo.

More information about the area meetings is found on page three and a registration form is included with this newsletter.
We hope to see everyone at an area meeting this spring!

MLA Estimating and Material Take-Off Workshop
The estimating and material take-off workshop is set for TuesdayWednesday, March 9-10 in Sedalia, Mo. MLA is offering this program in
partnership with State Fair Community College. The class will be taught
by industry veteran Steve Bloess. More information is available at
www.theMLA.com

MLA Endorsed Insurance Provider

MLA BOARD OF DIRECTORS – 2009-2010
President
Gary Smith
Smith & Sons Building Center, Inc.
114 SE 2nd St.
Anardarko, OK 73005
405-247-3501/Fax: 405-247-7423

NLBMDA Representative
Woodie Acord
Acord’s Home Center
251 Huntsville Rd.
Eureka Springs, AR 72632
479-253-9642/Fax: 479-253-8963

State Cmte. Chairman - Arkansas
Greg Smith
E.C. Barton & Company
3023 Browns Ln.
Jonesboro, AR 72403
870-932-6675/Fax: 870-931-9744

1st Vice President
Brad Isdell
Town & Country Building Supply
PO Box 451
Higginsville, MO 64037
660-584-5841/Fax: 660-584-5822

Kansas/Oklahoma Director
Curt Pfannenstiel
Heartland Building Center
2510 General Hayes Rd.
Hays, KS 67601
785-625-6554/Fax: 785-625-8658

State Cmte. Chairman - Missouri
Lowell Littrell
Bethany Building Center
1301 Main St.
Bethany, MO 64424
660-425-3132/Fax: 660-425-8807

2nd Vice President
Ken Blackmon
Ken’s Discount Bldg. Materials
PO Box 450
El Dorado, AR 71731
870-862-4917/Fax: 870-862-7859

Missouri/Arkansas Director
Bob Scruggs
Scruggs Lumber
PO Box 104266
Jefferson City, MO
573-635-6881/Fax: 573-635-5687

Associate Director
Don Rieger
Cargotec USA Inc., HIAB
1910 Gravois Rd.
High Ridge, MO
636-677-2980/Fax: 636-677-5800

3rd Vice President
Kevin Rasure
Rasure Lumber Do It Center
PO Box 418
Goodland, KS 67735
785-899-7149/Fax: 785-890-2077

State Cmte. Chairman - Kansas
Jim Bishop
Vesta Lee Lumber Co.
2300 S 138th St.
Bonner Springs, KS 66012
913-422-1075/Fax: 913-422-1077

Associate Director
Pat Sinclair
Forest Products Supply Co.
9264 Manchester
St. Louis, MO 63144
314-961-6195/Fax: 314-961-3509

Immediate Past President
John Duncan
Schmidt Builders Supply, Inc.
PO Box 8456
Topeka, KS 66608
785-354-1733/Fax: 785-354-1364

State Cmte. Chairman - Oklahoma
Position Currently Open

Associate Director
David Benner
BlueLinx Corporation
360 Inverness Dr. S.
Englewood, CO 80112
303-706-8417/Fax: 303-706-8739

Secretary/Treasurer
Ed Page
Bowling Green Lumber Co.
700 W Champ Clark Dr.
Bowling Green, MO 63334
573-324-5400/Fax: 573-324-3520

Are You Getting Our Emails?
Every two weeks, MLA sends an electronic newsletter to members
and friends. If you’re not receiving it, you’re missing out on a lot of timely
information, as well as regular legislative and regulatory updates.
Please send your email address to mail@themla.com so we can add you
to the list so you’ll get all our communications.
Information is an important benefit of membership and we don’t want
anyone to miss out!
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New Financial Comparison Survey

LBM Associations Launch Operations Comparison, Salary
Survey Program
Dealers across the country will be able to compare their
operational costs and employee salaries to regional and national averages using a new program from the regional LBM
associations. The Building Material Operations Comparison
(BMOC) program is a web-based program that provides a
comprehensive review of expenses and a salary survey in one
tool.
The program was developed by the Construction Suppliers Association, which has used it for dealer roundtables for
the past two years. CSA is the regional LBM association for
Georgia and Alabama.
“We pulled together some of the brightest financial
minds in our association to create this program,” said Jim
Moody, CSA president. “Our immediate need at the time
was for our roundtables, but we created it so that individual
dealers could use it as well. The system is easy to use, and it
provides incredibly meaningful data to dealers that they can’t
get anywhere else.”

the program. All data must be entered into the system by
April 1, and the final results will be available to participants
on April 2.
If you wish to sign up now, use the form enclosed with
this newsletter.

Features of the BMOC Program Include:

Meeting Agenda

Sign Up for a Meeting in Your Area

Spring Area Meetings
The MLA has scheduled eleven area meetings to be held
this spring. The meetings will be held in locations throughout Missouri, Kansas, Arkansas and Oklahoma making it
convenient for members to pick a location near them.
The meetings will feature important industry topics including legal, industry, and legislative issues. Every meeting
will include a working lunch - we’ll begin at 10:30 a.m. and
conclude by 2 p.m.

The agenda will vary somewhat from location to location
depending on availability of lobbyists and others.

• Web-based program with easy data entry. Definitions 		
are provided for categories so that analysis makes “apples
to apples” comparisons.
• System auto-computes many numbers and highlights
potential errors to prevent typographical errors from 		
ruining analysis.
• A secure environment that conforms to the high SSL
standards required for e-commerce. Passwords are
encrypted. Information is stored on a server that is 		
ISO9001 compliant.
• More than 80 charts and graphs, many with industry 		
benchmarks and tags showing which way you want your
data to be trending.
• Ability to store your data from year to year, allowing you
to see how you have improved (or not) over time.
• Created and managed by regional Lumber and Building
Material associations dealers trust. The data is safe, secure
and confidential.
• Combines cost studies and salary surveys into one
program for less time and expense.

• Legal issues – Every program will provide a
		 presentation by an attorney from Seigfreid,
		 Bingham, Levy, Selzer & Gee, Kansas City, Mo.,
		 which will include succession planning, primer on
		 legal entities, credit issues, wage-and-hour issues and
		 a Q&A session! You can’t afford to miss this
		 presentation.
• Industry issues – Association staff will also update
		 you on industry issues and new association programs.
• Legislative issues – When available, association
		 lobbyists will present an update on issues in your
		 state.
To help us guarantee an accurate meal count, please
register at least one week prior to the meeting you plan to
attend. Send $20 per person with your registration – this
amount will be refunded when you check in at the meeting.
A registration form is included with this newsletter.
For additional information contact the MLA headquarters at 1-800-747-6529.
We hope to see you at an area meeting this spring.

A brief video demonstration of the BMOC program is
available at http://financials.gocsa.com/Tutorials/Overview/
Cost for MLA members to participate in the program is
$200 per location. Dealers should contact MLA at
800-747-6529 to receive more information or register for
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Kansas Winter Meeting

Kansas Winter Meeting Enlightens and Educates

F

or the 24th year, the dealers of Kansas met to learn,
network and “get away from it all.” The venue this
year was Pratt and for the first time in the history
of the Committee there were two co-chairs that
facilitated this event. Roy Hoffman, Home Lumber & Supply,
Ashland & Brent Adams, Home Lumber & Supply, Medicine
Lodge did a remarkable tag team effort to put forth another
excellent program that balanced learning and enjoyment not
only for the dealers, but for their wives, as well.
As usual, the Thursday night Chairman’s Icebreaker set
the tone for the event. After an evening of catching up and
sharing the joys and heartbreaks of the prior year’s business,
the group loaded up and headed for Greensburg the following morning. Matt Deighton was the tour guide and this has
to rank as one of the top tours ever in the long history of the
winter meeting format. Loaded with information of a personal nature and the impact on the citizenry from the devastating F-5 tornado in May 2007, he also got dealers up to speed
on the green-building aspect of construction taking place in
Greensburg. It was certainly an eye opening learning experience. Matt suggested that if dealers had some excess material
they wanted to give away to Hurricane Katrina victims for a
tax write-off that he would try and coordinate a program to
have these items picked up at the dealer’s yard. Efforts are still
under way to arrange such a program.

repeating, if you go to one of these meetings, you will be
hooked. Next year the group will come to Kansas City where
Art Brown will be the host. As for this year, just ask anyone
who attended. They will tell you it was worth every dime and
minute spent. It most certainly was a learning and enjoyment
experience for all attendees.

Attendees of the 24th Annual Kansas Winter Meeting stand in front of a memorial commemorating
the May 2007 F-5 tornado that destroyed
Greensburg, Kan.

Greensburg Devastation

The utter devastation of the community is still evident
2-1/2 years later. Matt told the group that 92,000 truckloads
of debris had been taken out of Greensburg, a town of only
1,500 people. It is a brutal testimony to the dark side of
Mother Nature. A luncheon for the group at Busters in Sun
City and a tour of one of the more intriguing gun collections
awaited the dealers in Medicine Lodge while the ladies toured
the refurbished and remodeled Grand Hotel that housed
both lodging and the gun collection. Both the hotel and the
gun shop were the culmination of an over $6 million investment in the property by local residents Bob and Dorothy
Stutler.
From there the group got a first hand look at the operation of a wind farm located just outside Medicine Lodge.
Until you stand next to one of these wind machines, you
have no idea how big they are. In a word, the tour was
fascinating. That evening the group had dinner in Zenda at
a steak house that used to be a lumberyard; hence the name
of the eatery is “The Lumberyard.” After arriving back at
the motel, a few hardy souls stayed up for the annual post
festivities. It has been said time and time again, but it bears

Co-Chairmen Roy Hoffman, left, and Brent Adams,
right, stand beside regional manager Art Brown
as they receive their plaques for their efforts in
facilitating the Annual Meeting of Kansas lumber
dealers. Both Roy and Brent work for Home Lumber
& Supply Company - Roy from the home office in
Ashland and Brent as manager of the store in Medicine Lodge.
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Across State Lines - Missouri

Title Companies Propose Major Changes In Lien Law
Late Breaking Development

While the headline looks ominous the reality is that the
pre-filed bill that the Missouri title companies want to turn
into law flies in the face of some stiff competition. As it is a
pre-filed bill no number has been assigned to it at this time.
The new language would prohibit a title insurer from mechanics lien coverage when such lien is publicly filed with the
proper authority and notice is given before the date of closing
or the date such title insurance policy takes effect.

A “consensus bill” offered by the title companies was
e-mailed to us in late January by Dale Amick. Time will not
allow us to give you our opinion, but look for us to update
you on developments.

Winter Meeting of Missouri
Lumber Dealers Activity
Committee (MLDAC) Overview

More Discussion Needed

At a meeting in Jefferson City on Jan. 7, representatives
from the various title companies in Missouri, bankers, homebuilders and sub-contractors groups all gathered around the
table at the Bankers office building to discuss these changes.
MLA was also at the table represented by Dale Amick, Missouri Legislative liaison, Regional Manager Art Brown and
Bob Scruggs, owner of Scruggs Lumber in Jefferson City.
The concerns expressed by the title companies seems to revolve around more transparency in knowing who is working
on the job sites of the properties they are issuing title insurance. A two-hour discussion ended with the thought that a
working group should be formed to address these concerns.
Brown, Amick and Scruggs were included in this group and
attendance would be based on the location of any such meeting. As of this writing, none have been planned. “This has a
long, long way to go,” Amick noted. “The Legislature is very
slow to make substantive changes to the lien law and what
they are asking simply will not be acceptable to many of the
stakeholders,” he concluded. Brown noted that while there
were five groups of stakeholders at this meeting, there were
many more not in attendance. “That will not go over well
with the memberships when they find out they were excluded
from this conversation,” Brown noted. “This is a non-starter,” Scruggs noted.
Bob also amplified his comments to the Missouri Lumber
Dealers Activity Group (MLDAC) at their annual meeting,
which was held the next day in Columbia. Bob expressed the
thought that any dealer would be more than glad to provide
any information about being on a list of workers on a job
if it would help guarantee payment for materials provided.
“Basically, they (the title companies) would like to get rid of
the lien law,” Scruggs concluded. Given that agenda, MLA
would indeed take a strong position of objection to this type
of change to the law. The homebuilders and the sub-contractor groups expressed strong opposition to any changes in the
lien law. They like it the way it is and feel they don’t want to
do anything to change it. As events transpire we will update
you on this issue.

The one thing the MLDAC will remember about this
meeting was the weather: Bone-chilling cold. For a group
that had an outdoor activity during their meeting, it was an
exercise that was memorable but certainly not enjoyable.
The passing of the gavel was made from Nick Kelly, Kelly
Building Products, Ellisville to Adam Hendrix, CHIC Lumber
Do-It-Center, St. Charles. The financial state of the Committee remains healthy and it was decided to continue the
funding and number of scholarships awarded. This means
up to six $500 awards are available to Missouri members for
scholarship awards. It was reemphasized that the award was
to be provided to dealers who have a business in Missouri
only. This was highlighted on the scholarship applications
and noted on the cover letter to applicants.
A presentation was made by Missouri Association of Realtors President Elizabeth Mendenhall regarding a proposed
constitutional amendment that is going through the initiation process to be placed on the ballot for the 2010 general
elections. The issue is transfer taxes on real estate. This is a
tax that currently does not exist in Missouri and the issue is
that by passing this amendment, it will never be placed on
the ballot either on the State or local level. As Regional Manager Art Brown travels through the State this year, he will be
providing literature and more information on this initiative.
The crux of this is that a “yes” vote means no taxes. When
you vote yes to an issue that means no that gets tricky.
The Committee also voted to hold the Swing-into-Spring
activities on May 6-7 at the Lake of the Ozarks. The Holiday
Shores Resort will again be the flagship location for all of the
activities. Registration information is either in your hands by
the time you receive this bulletin or will be very shortly. The
committee took part in fire extinguisher training as required
by OSHA. After watching a video and listening to classroom
instruction, the group had to actually put out a real fire. The
problem was on this day the wind chill was somewhere
Continued on next page
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Across State Lines - Arkansas

Across State Lines - Missouri - cont.

around -35 degrees. “There was definitely some angst about
this,” noted Regional Manager Art Brown. But in all, the
guys were pretty good sports about it.
Dale Amick, Missouri Legislative liaison, provided an
overview of what to expect in the
2010 session. Outside of the normal
budget issues, Dale told the group to
keep a wary eye on the unemployment trust fund as claims are much
heavier then usual given the state of
the economy. (Late note: No bills
have been introduced at this time
to address potential shortfalls in
the unemployment trust fund. We The gavel is passed.
will keep you posted on any such
Adam Hendrix, CHIC
activity as it develops.) Amick, Bob Lumber Do-It-Center,
St. Charles, left,
Scruggs, and Art Brown provided
the MLDAC with an overview of a presents a plaque acknowledging the work
lien law change being proposed by
of Nick Kelly, Kelly
the Missouri title companies that was Building Products,
attended the day before by these three Ellisville as the 2009
principals. (NOTE: Article on lien MLDAC Chairman.
law in this bulletin.) All in all, it was a very productive and
informative meeting.

Arkansas Has New Lobbyist
At the recent MLA Board meeting, funding was approved
for a lobbyist for MLA issues in Arkansas. Roger Smith will
represent the dealers in Legislative issues that impact their
business. Alan Clark, Clark, Clarks Building and Decorating
Center, Hot Springs had worked with Roger before in another capacity and highly recommended him for this position. Clark stated that, “Roger is very well connected in the
Legislative process and brings a wide breadth of knowledge
that will help us with our Legislative agenda. He is a hard
worker and I am pleased we could work out an agreement to
be our Legislative liaison.” Plans are under way to have Roger
visit with the membership at a series of area meetings being
planned in the near future.

Summation of First Report From Roger Smith
The Arkansas General Assembly will be holding their first
ever fiscal session beginning February 8th. The agenda will
be limited to funding for education, prisons and setting the
amounts for scholarships funded with lottery proceeds. No
other legislation will be considered during this fiscal session
which is limited to 30 days.
It does lay the groundwork for creating networking opportunities for the 2011 regular session and help develop
a coalition of other retailers to push through a bill which
would remove the usury caps now in place. A coalition tried
to push this through last session but fell short in its efforts.
We will work to get MLA’s name involved in any future
activity and identify key legislators who share our passion for
this interest and move this issue forward.
We are hopeful that you will be able to attend one of the
upcoming Arkansas area meetings where Roger Smith will
be available to you for a visit and discussion about our issues
and concerns.

Does it look cold? That is because it was!! Minus 35 degree
wind chills made this fire a real bear to put out. MLDAC
members took part in this fire extinguisher training as mandated by OSHA.

Call Your Association Hotline For Assistance With:
				
				
				
				
				

Accounting Services
Education & Training
Legal Services		
Insurance Information
Credit/Background Checks

Operations Comparison Survey
Certified Valuations
Benefits & Retirement Planning
Mergers & Acquisition		
Regulatory Advice

Mid-America Lumbermens Association
Toll Free: 800-747-6529
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Across State Lines - Kansas

Unemployment Trust
Fund in Kansas

Other Legislative Issues in
Kansas

f there is any one thing that has had an impact on the
current economy it is the employment picture. Unemployment claims are going through the roof and the
fund that in 1999 was so flush that a two-year moratorium
on collecting premiums from businesses was declared, now
is in complete shambles and getting worse. From the beginning of 2009, with the fund having a starting balance of
$566 million, it has deteriorated to $65 million by the end of
2009. A projected negative balance of $1.5 billion very soon
is possible even if there was a ratcheting up of taxes to try and
fill the void.
No changes in an old formula used to calculate premiums
have been a major culprit. Now that the situation has gotten
to a crisis level, some of the big cracks in the foundation are
being exposed. In what has to be a pure act of lunacy, employers with the lowest rate of layoffs are being stuck with the
highest unemployment taxes. Those with the most layoffs are
not being impacted at all. Only a government agency could
come up with such a plan.
As noted in prior correspondence, the Kansas Dept. of
Labor knew about this issue for six months and then suddenly sprang the situation in an interim committee hearing
this past fall. The results have been pandemonium. Now
bills are being flung about to try and clean up this mess. The
net effect would be enormous if nothing is done.
If the Legislature does nothing to change the current formula and change the law, the potential for massive business
closings and job losses in the thousands are a real possibility. It is a situation where until something is done, many
employers will not have the money to keep their staff on the
payroll. This is one of those issues you don’t see as a “glamour” issue in the press (abortion, gambling, etc.) but as a
business owner, it could easily be one of the top issues during
the 2010 session, and any lack of action from the Legislature
could have massive negative ramifications. We will keep you
posted as events transpire.

• Lead-based paint regulations: This probably impacts your
customers a lot more than you. The Kansas regulations are
more stringent than the federal rules. The thinking is to see if
Kansas accepts federal regulations. As the new federal regulations take effect in April, we will see what action the State
takes.

I

Mid-America Lumbermens Association
P.O. Box 419264
Kansas City, Missouri 64141-6264
Phone: 816-561-5323 • Toll Free: 800-747-6529
E-Mail: mail@TheMLA.com

• Lien laws on commercial construction: There should be
a hearing soon on this. It would appear that residential interest would not be included in a bill that impacts commercial
building interests only. We will advise as events develop.
• Gasoline sales tax: As much as 22 cents per gallon could be
added to every gallon of fuel sold in Kansas. This would be
a real back breaker in budgeting fuel costs. This is the major
agenda item for the road builders.
• Sales tax exemptions: This will be the issue to watch. No
sales tax exemption will be kept from review and some of
the big ones will indeed receive a great deal of scrutiny (i.e.
residential utility bills-$140 million). Look for a flat-out
war as the Revenue Department gears up with a target list of
exemptions that could be seriously considered for repeal. It
doesn’t help that the current Secretary of Revenue is not a fan
of tax exemptions to businesses.
New DOT Regulation

Texting While Driving
The Federal Motor Carrier Safety Administration
(FMCSA) a division of the Department of Transportation
(DOT) has issued a new regulation prohibiting texting while
driving a commercial motor vehicle (CMV). The guidance
is applicable to all interstate drivers of CMV’s subject to the
Federal Motor Carriers Safety Regulations. This new regulation took effect Jan. 27, 2010.
The regulatory guidance does not prohibit the use of cell
phones for purposes other than text messaging.
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A new executive management team composed of BMHC
veterans will run BMC SELECT with the help of a new
independent board of directors composed of experts in areas
ranging from building products, construction, real estate,
finance, operations and corporate turnarounds.
BMC SELECT offers lumber and building materials,
trusses and components, doors and millwork, and targeted
construction and installation services. A privately held company, BMC SELECT employs more than 3,700 people and
operates in 11 states and 16 markets.

Foreclosures Increase

Housing/Construction News...
• In 2009, a record 2.8 million homes were threatened
with foreclosure, according to the Associated Press.
Analysts expect that number to increase in 2010, as more
homeowners are faced with unemployment. The number of
households that received a foreclosure-related notice rose 21
percent from 2008, according to RealtyTrac Inc. One in 45
homes in the U.S. were sent a filing, which includes default
notices, scheduled foreclosure auctions and bank repossessions.

• Lumber Liquidators has reorganized by creating a new
holding company structure. The business operations of the
company and its subsidiaries will not change as a result of
the reorganization. As part of the holding company
reorganization, a new parent company named Lumber
Liquidators Holdings, Inc. was formed. Outstanding shares
of the capital stock of the former parent company, which
was named Lumber Liquidators, Inc., were automatically
converted, on a share for share basis, into identical shares of
common stock of the new holding company.

• Home prices rose for the fifth straight month in October. But, the recovery has not been widespread, with only
11 of the 20 metro areas seeing gains, according to the Standard & Poor’s/Case-Shiller Home Price Index.
• Nearly nine-in-ten contractors say there will be no
recovery in 2010 as part of a new national construction
hiring and business outlook forecast released by the
Associated General Contractors of America. As a result,
fewer contractors plan to purchase construction equipment
and after a year of near-record industry layoffs, many doubt
they’ll be able to hire new staff this year.
The outlook, which is based in part on survey responses
from nearly 700 construction firms submitted in late December and earlier this month, shows that privately funded
construction activity is likely to decline even more this year.
Indeed, 64 percent of responding contractors expect demand
for new manufacturing facilities will decline, while 71 percent expect demand for new retail, warehouse and lodging
facilities will drop.
As a result, the number of firms expecting to buy new
equipment is down to 46 percent this year from 61 percent
in 2009. Meanwhile, 81 percent of firms report already having to cut profit margins in their bid to stay competitive and
another 10 percent say they are now submitting bids so low
they will actually lose money on the projects.

SFI Launches New Standard
The Sustainable Forestry Initiative (SFI) launched new
standards that they feel will reinforce its important role in
supporting and promoting sustainable forest management as
one of the world’s leading third-party forest certification programs. These standards were implemented after an extensive
18-month review that included two public comment periods
and seven regional workshops. The revisions included in the
SFI 2010-2014 standard include revisions that:
• Improve conservation of biodiversity in North America
and offshore, and address emerging issues such as climate
change and bioenergy.
• Strengthen unique SFI fiber sourcing requirements,
which broaden the practice of sustainable forestry in 		
North America and avoid unwanted offshore sources.
• Compliment SFI activities aimed at avoiding
controversial or illegal offshore fiber sources, and
embrace Lacey Act amendments to prevent illegal
logging.
• Expand requirements for logger training and support for
trained loggers and certified logger programs. Since
1995 over 117,000 loggers have received training 		
through SFI-supported programs

New Company Formed

Retailing News...
• Building Materials Holding Corp. (BMHC) a provider
of building materials and construction services to professional home builders and contractors, announced it has completed its financial restructuring and successfully emerged
from Chapter 11.
In addition, the company has moved its corporate headquarters from San Francisco to Boise, Idaho, and will unify
its operating brands as BMC SELECT™.

A detailed look at the standards is available at the SFI
web site. Go to the following link: www.sfiprogram.org/
sustainable_forestry_initiative_standard.php. This standard
took effect on January 1, 2010.
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Management Tips

Overcoming Past Sins
By Bill Lee, BillLeeOnline,com

Several months ago, I was working in California with a
group of salespeople. During an exercise designed to identify what obstacles stood between the sales force and their
number one prospect, a salesperson related a story about a
major prospect who wouldn’t give him the time of day. The
problem as the salesperson described it was that several years
ago the company’s credit manager suspended the customer’s
credit privileges because he was not paying his invoices on
time.
As a result of the credit manager’s action, the decision
maker swore that he would never do business with my client
again. The salesperson’s question to me was, “What do you
recommend I do to turn this prospect’s thinking around?”
I don’t believe I have ever conducted a sales training program where someone didn’t offer “past sins” as a key obstacle
to doing business with a key prospect, so I know that this
objection is prevalent in just about all markets. So what are
past sins you may be thinking? A past sin is something that
someone in your organization – not necessarily a salesperson – did perhaps several years ago that offended a customer,
and in an attempt to get revenge, the customer made the
decion to never do business with your company again.
A suspension of credit privileges can certainly sting; such
action can certainly be embarrassing for a customer, but is
it reasonable and logical to suspend all dealings with the offending company - forever?
Well, in my opinion, of course not. But then again, we’re
not dealing with a decision I made. We’re dealing with a
decision maker who is a grudge holder. We’re dealing with
someone who perhaps doesn’t know how to reverse his rather
rigid position and while doing so, save face.
Haven’t you been guilty of making a similar statement? I
know I certainly have. Just this week, my cable service all of
a sudden stopped working. As of today, it has been four days
since I had cable service. I have spent a minimum of four
hours either speaking with “customer no-service” representatives or on hold waiting for a customer no-service representative to take my call. As pleasant and persuasive as I tried to
be, the cable provider flatly refused to send a repairman to
my home. Today is the fourth day of this saga and last night
a customer no-service rep. finally agreed to set up a service
call this coming Tuesday, which will be the seventh day with
no Internet and no cable television – and the NFL Playoffs
are happening this weekend.
So I can certainly relate to how customers can become
frustrated with a vendor. I’ve been there, as have many of

you reading this article. But the question is how do you deal
with customers who have stayed angry for years?

Here’s My Suggestion:

Step 1: Ask the prospect to tell you what happened to cause
him to become so angry with your company. Listen intently
and take copious notes.
Step 2: Do your best to divert the prospect’s anger away
from your company and onto the specific individual who offended the prospect. It wasn’t the entire company that made
the credit decision, it was one person – the credit manager.
If the offending employee is no longer with the company, it
makes the job a lot easier.
Step 3: Say something like, “I’m a salesperson. I make my
living selling my company’s products. Please don’t penalize
me for something another human being did to you.”
Step 4: Compliment the customer by explaining to him
what a key “player” he or she is in the local market. Explain
that your company is a major player too and it seems reasonable that two major players would be better off burying
the hatchet than they would allowing a single incident to
fester to the point that the two companies can’t do business
together, making you both lose out on potential win-win
opportunities.
What you’re doing is playing upon the prospect’s willingness to be “reasonable.” But still to “save face,” it’s usually
necessary for the angry customer to become convinced that
there’s something in it for him (potential win-win opportunities) if he does bite the bullet and acquiesces.
Is there any guarantee that this approach will convince
the angry former customer to forget his vendetta with your
company? No, there is not. There are few guarantees in sales,
but this approach sure beats doing nothing. As salespeople,
we are paid by our companies to be persuasive. It’s our job
to deal with customers at all levels and in all sets of circumstances.
If you have a prospect that is no longer doing business
with your company because of a “past sin” that someone
in your company committed at some time in the past, you
might want to give this approach a try. If it works for you,
please send me an email with “past sins” in the subject line
and fill me in with all of the details.
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Discovery-Based Retail

Reach Out and Touch Someone... Digitally
By Phil Mitchell, Discovery-Based Retail

J

ust before 1980, AT&T launched a very successful
advertising campaign designed to encourage people to
make long distance phone calls. For those of you
my age or even a little younger you may remember the
catchy jingle refrain... “Reach out, reach out and touch
someone.” Those commercials were so successful, in fact,
that in 2003 they were reintroduced for a short period but
abbreviated to, “Reach Out.”
We live in an exciting time of seemingly daily advances
in the technologies we have at our disposal and perhaps that
fact may seem almost mind boggling or overwhelming. But
as a retailer it gives you wonderful tools, if you choose to use
them, to “reach out and touch your customers.”

site is indexed on search
engines. For example,
type in “hardware store
layout” into Google
and out of over one
million possible sites
listed, our site, www.
discoverdbr.com comes up number one.
If you’d like to join this facet of the digital revolution,
give us a call at Discovery-Based Retail, (888) 292-6531.
We’ll be glad to share more information and if you become
convinced that a new Web site would benefit you, we’ll even
design, host and maintain it. The times have changed, the
methods are evolving, but it’s still a great idea to “reach out
and touch someone.”

Move Forward
If you jumped on the Web site bandwagon a few years
ago you probably think that your Web site has done very
little for you and you’re probably right. More than likely,
your Web site was/is static and has remained basically unchanged during the period since its launch. Once a person
saw the site there really was no reason to go back.
Move forward. Web sites of today can be written with
CMS format. CMS is an acronym for “content management system.” This means that once your site is constructed
you (or one of your staff) can go in and change the content
just as easily as you would use a Word program. A dynamic
site gets higher traffic. You could even maintain a blog that
people could respond to and have their opinions “online.”
But wait, it doesn’t stop there! Imagine sending from
your Web site a monthly newsletter, emailed, to those who
have registered. Along with a tip about, let’s say, painting,
you could have an active link connecting back to your Web
site for a coupon for $$ off on paint or applicators that the
reader could print for additional savings. Now your Web
site is even more dynamic and is actually fostering two-way
communication. Your message is going out and the customer is coming back to your site for the coupon. There are
actually some pretty high profile retailers using this method
as their sole means of advertising simply because of its effectiveness and low cost.
There are other things that drive traffic to a site. A site
must be Search Engine Optimized (SEO) and Search Engine
Friendly (SEF). The spiders that crawl the Web indexing
sites also look at bulk of the site and in-going and out-going
links as well as other attributes to determine where the

International Builders
Show Review

By Art Brown, MLA Regional Manager
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For the past four years
by a wonderful opportunity,
a great deal of benevolence
and some support, I have
been able to attend the
International Builders Show.
I have to tell you that if
you get the chance to go, by all means do. It is not only a
showcase of products and ideas to come, but it is a gathering of some of the top minds in the building industry. The
educational seminars are second to none.
Naturally the big emphasis this year was on green building. Seventeen different seminars covered all aspects of the
rapidly growing market and this is a building technique that
is here to stay. It is absolutely not a fad. I have a 94-page
overview (not copyrighted) of the true costs of building
green. It was a Power-Point presentation and has some very
useful slides showing cost comparisons and cash-flow information. I can sell to you a CD of this program at a cost of
$20. If someone ever extends an offer to you to attend one
of these conventions, I would wholeheartedly recommend it.
I can’t see how you would go wrong - the information is just
too good. Next year’s show will be in Orlando in January. I
will in all likelihood not be attending, but if you get the opportunity, you should seize the moment. Feel free to contact
me if you want to discuss this in greater detail.

Federated Insurance News

Albert Annexstad Named 2010 Horatio Alger
Award Recipient
The Horatio Alger Association of Distinguished Americans is pleased to announce that Albert T. Annexstad, chairman of Federated Insurance Companies, will receive the
2010 Horatio Alger Award in recognition of his personal and
professional success despite humble and challenging beginnings.
Annexstad will be formally inducted into the association
when he accepts the Horatio Alger Award on
April 9, 2010 in Washington, D.C. Recipients of the award
have overcome great adversity to achieve admirable accomplishments, to serve as examples of achieving the American
Dream, and to offer their time and resources to help others in
need.
“We are delighted to induct these individuals into the
Horatio Alger Association and to honor their stories of success in the face of significant struggle,” said David L. Sokol,
president and CEO of the Horatio Alger Association. “We
believe that adversity builds character, and Mr. Annexstad’s
story is no exception. His life story of strength, resolve and
achievement is commendable, and he will help fulfill our

mission of helping other young people
realize similar success.”
The youngest of four children,
Annexstad was born on a small dairy
farm near St. Peter, Minnesota in
1940. When he was five years old his
father died unexpectedly. His mother’s
sacrifice and fortitude to raise the
family alone made a lasting impression
on him. Annexstad attended public schools and worked in his off hours to help his mother
with expenses. He worked his way through Minnesota State
University with multiple jobs and in his senior year began
his Federated Insurance career as a sales representative in his
hometown of St. Peter. Within three years, he was promoted
to district marketing manager.
Annexstad has had an uninterrupted 45-year career with
Federated. During his leadership tenure, he has positioned
Federated as one of the nation’s largest and most financially
secure mutual, multiple-line insurance companies.
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Housing Report is reprinted by permission of Random Lengths Publications, Inc., Eugene, OR. This information is from the December
2009 edition of their “Yardstick” publication.

12

Communication Issues

Housing News

How to Avoid E-Mail
Bloops and Blunders

State of Things in the Housing
Industry

•
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•
		
		

•
		
		
•
		
•
		
		
•
		
		
		
		
		
•
		
		
		

Email errors can range from simple typos all the way to
career-affecting gaffes. Unfortunately, they are quite common
in the workplace, according to a recent survey by Robert
Half International. And they occur throughout a company’s
hierarchy. In fact, 78 percent of executives admitted they had
inadvertently sent someone the wrong message or copied
someone on an email without intending to.
We asked those polled to describe their worst email bloopers. Here are a few:
“I once sent a job offer to the wrong person.”
“Confidential information about one client was sent to
a different client. It was certainly embarrassing.”
“I once sent an internal memo about restroom
etiquette to a prospective client by accident.”
“We sent an email to a client that was meant for a
vendor. It made it difficult when the client had seen
our costs.”

Major message mishaps can obviously lead to awkwardness, friction and possibly even loss of business. The good
news is that email gaffes are easily avoided if you simply take
the proper precautions. Here are some suggestions:

Revised numbers from the Dept. of Labor show 		
in the November report the first monthly gain in 		
jobs in two years.
Based on housing costs to income ratio (at 26.1%)
housing affordability is near its best point since 1981.
The number of unsold homes declined to a 6.5
months supply in November, falling below the
historical average for the first time since early 2007.
The number of vacancies has improved in recent
quarters. The majority of the United States remains
oversupplied with housing compared to historical
averages. Only four states remain undersupplied in
new housing stock: Texas, Louisiana, West Virginia
and Iowa.
One half the homes (approximately) are trading
below $172,000 which makes the $8,000 tax credit
a powerful inducement to look at the purchase of a
property.

2237 E. Kearney
Springfield, MO 65803
PH: (417) 866-8686
Fax: (417) 866-1350
Toll Free: 1-866-248-8961

Remember that haste makes waste. The more you rush
or multitask, the more likely you are to make a mistake. Slow
down when writing, and then proofread both the content
and subject line of your email. Also, check that you have the
correct individual in the “To” line, especially if you have multiple people in your address book with similar names.
Stay calm, cool and collected. Put simply, don’t email
when angry. Email rants sent in the heat of the moment have
come back to haunt many otherwise composed professionals.
Protect your reputation by stepping away from the computer
until you’ve had time to collect your thoughts.
Choose the right recipients. Be cautious when using the
“reply all” function, particularly when crafting sensitive or
confidential messages. Include only those individuals who
truly need to be in on the conversation.
Be wary of small screens. Handheld devices are great for
quick back-and-forth communication, but miniature screens
make it easy to read over spelling slips, grammatical goofs
and wording errors. Run spell-check and send lengthy or
critical messages from a computer with a full-size monitor
and keyboard whenever possible.

ITPA’s Designated OSHA, Environmental
& DOT Consulting Firm for Members

FOR SALE
We deal in peace of mind to allow you to concentrate
on what you do best. Brittney can accomplish in a few
hours what you have fretted over for two years, total
OSHA Compliance.
We are 15 Safety Professionals who can come to your
facility and identify all OSHA violations, train your employees as required by OSHA, write all your safety programs and create all the required paperwork needed to
leave you with the assurance that OSHA is no longer a
problem in your life.
Should OSHA come to your front door, we will return
to represent you during the inspection, which will allow
you to show the efforts you have taken to comply with
their program.
You only need to call Brittney or your own association
headquarters to find out just how efficient we really
are.

Source: Accountemps from NACM eNews Weekly Update, Jan. 26, 2010.

Leaders in OSHA & Environmental Compliance for 17 years!
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Find out more about Federated’s
innovative insurance programming
and coverage options today!
 NO COINSURANCE PENALTY AND NO

REPORTING OF STOCK VALUES

 BLANKET CONTENTS LIMITS
 PROPERTY OFF-PREMISES, INCLUDING













MACHINERY AND EQUIPMENT
DELIVERY SITE DROP OFF COVERAGE
COVERAGE FOR EQUIPMENT
BORROWED, RENTED, OR LEASED
FROM OTHERS
RAILROAD CAR LEGAL LIABILITY
PROPERTY IN TRANSIT
DISASTER DEDUCTIBLE
BUSINESS INCOME AND EXTRA
EXPENSE FOR UP TO 12 MONTHS
WITH NO MAXIMUM LIMIT
SYSTEMS BREAKDOWN
FOR COVERED EQUIPMENT
EMPLOYMENT RELATED PRACTICES
LIABILITY TO PROTECT YOU FROM
EMPLOYMENT RELATED
UNINTENTIONAL DISCRIMINATION,
SEXUAL HARASSMENT, OR
WRONGFUL TERMINATION
POLLUTION LIABILITY (BODILY
INJURY, PROPERTY DAMAGE, AND
CLEANUP COSTS) FOR BOTH ONSITE
AND OFFSITE

Contact your local
Federated representative,
or call Federated at 1-800-533-0472.

*Coverages subject to deductibles and limitations of the policy.
All coverages and services may not be available in all states.

The FEDERATED Insurance Companies
Home Office: 121 East Park Square, Owatonna, Minnesota 55060
phone: 507-455-5200 www.federatedinsurance.com
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Mid-America Lumbermens Association
P.O. Box 419264
Kansas City, MO 64141-6264
Address Service Requested

SPECIAL THANKS TO THESE
SPONSORS THAT SUPPORT ALL
ASSOCIATION PROGRAMS
Federated Insurance
Blish-Mize
Cargotec, Inc. - Hiab Division
Westfall GMC Truck
Patronize the companies that support your industry!

