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Privacy and the Bear
Creek Lumber Customer

Customer surveys are a greai marketing tool for & small company ke
Bear Creek Lumber. Those of you who recently called inhave also found
our receplionizis spend a few minutes geting information from new cus
tomers for our diatabase, Some people find these guestions  intrusive,
athers are afraid this information may be sold to a third pany,
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Al Bear Creck Lumber all information taken from our
customers is confidential. 'We have never and will never sell
our data information 10 other companies. We firmly believe ina
customer's right to privacy.

Wie ask questions of those who contact us or send ques-
tonnarres oul o those interested in our newsleiter solely for
thee purpose of better outreach, better customer service and bet-
ter in-house analysis of our services . We need (o have enough
information at the front end 1o be able to process your onder or
inguiry after you make vour decision 1o do business with Bear
Creek. We have a large datahase but a small sales staff. The
better information we have on file, the fasier we can work o
gel your product to vou, We have spent the last few years really
refining cur paperwork processes so we can give yoa, fast, reli-
ahle and efficient service.

Give us o coll and bed us show you what we can do for

Fictured above: The Pasayvien Wildemess pust north
of Bear Creek Lumber’s headguarters. View as seen
from Slate Peak. 8,000 fi eleveton. Photo by Janes
Witkowska
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INDUSTRY

Remodeling has been a strong seg-
mient of the building industry that has
profited from the boom limes along
with new construction. Tracking that
activity has been difficult because of
less than reliable census figures. How-
ever, this yvear's census takers will be
making headroads into getting a better
picture of where the industry 1= going.
Al the Annual Remodeler's Show in
Philadelphia in Movember, a poll of 520
remodelers showed an upbeal picture:
67% reponied that the price of an aver-
age remodel was higher in 1999c0om.
pared to 19498, Only 3% reponed de-
creases, B2 expecied further increases
this coming year, Remodelers also ne-
marked unammously thal consumers
using the R&R service “expect quicker
turnaround andfor budget estimates for
their projecis.” They also said custom-
ers are better informed about the build-
ing process and about the products they
want. They felt the overall image of
the industry had improved and except
for labor shortages, the entire indusiry
15 0N Al UPSWing,

What's the highest month for lnmber
prices? In a Random Lengths survey
of overall lumber prices, the month of
April beat oul all sthers for spakes in
lumber preces in the past twenty years.
In second place was June, with August
a close thard.

While housing staris were sirong
throwghowot the past year ( the high-
est since 1986), can the good times
last? We have asked this gquestion for
years now, and every year the analysis
predict a “maoderate slowdown™ for the
coming year. This year, as lasi, 11s ns-
i imerest rates that are the forecasier's
bogeymen. The world’s economy has
been a sleeping giant and if it picks up
evien part of the steam generated by the
Amencan economy, many think a surge
of inflation will slow constrection back
inio an uncasy recession. 115 assumed
that starts will be about 1.5 million this
year in the UL5_, slighily less than last
year's 1.65 million.

NEWS

Technophohia is defined as the
fear and skepticism of high lechnology,
sometimes also referred to as
technostress, It is widespread in the
building industry, even if it is politically
incormect o admit i,

"There's a big difference be-
tween spending on technology and per-
sonally embracing it,” says Larry
Rosen, psychology professor and author
of Technostress: Coping with technol-
ogy at Work, ai Home and at Play.

According to a study by BST
Consultants, reporied in Builder Maga-
zine, a survey of 158 chiel executives
from major consiruction firms found
that 8%% of the firms conswdered them-
selves wired and ready o significantly
increase their spending on new technol-
ogy-with no idea of the retum on their
investment. However, when the staff
of these same firms were surveyed, 59%%
of the managers and 74% of the cleri-
cil stall were skeptical that cnline ser-
vices wiould simplify their lives.

Mozt complain that “T"'m 100
old™ or “It's o0 complicated.” One
manager described his feelings as
“gjuasi-phobic. 1 know there's nothing
to fear but the operation itself but [ am
ol walling 1o be the operator, 1 get frus-
trated having to follow a bunch of rules
to et from this point 1o tha”

Many builders simply prefier
the old-fashioned methods of the deal:
keeping project particulars in their head,
using old-fashioned pen and paper,
phone and mail 1o communicate. That
way nothing can breakdown or leawe
them wondernng if they pushed the
wrong button.

Sand one builder,” Were basi-
cally computer illiterate and set in our

Sl not shabby. All | eyes will
e om the Federal Reserve io

see where interest rates go,
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ways, [ts real comfortable ( as is) , and
wi want io minimize the paperwork.”

Sinty percent of the 3060 build-
ers and consumers who contact the Ma-
tional Association of Home Builders
* Homehase Hotline™ opt for phomne and
fax over email, says the head of the
MAHB Research Center.

However, builders who have
miade the switch are almost all in agree-
ment: high tech soluiions are ofien the
only way 1o grow the botiom line, The
record keeping, the speed of commuoni-
cations and the efficiency have all lead
io a higher quality operation for most
whio have truly embraced the new 1ools
and betier access to information and
customers. The higher costs were ab-
sorhed by higher profits.

Everything from Palm Pilois
o laptops o digital phones 1o databases
have changed how work can be done.
Handheld organizers make node taking
almost addictive, sad one builder. Ac-
cess to centralized information has cut
down on mistakes, speeded up comple-
tigm times and in a period of lebor shon-
apes, allows fewer people (o get more
done.

Is= there hope for
technophobes? The blending of mul-
tiple generations within a company is
probably the only way the pre-Interned
generation is going Lo stay competitive
in the future. Embracing technology
takes knowledge that younger members
of wour organization will be betier
adapied to. Encourage vounger siaff
members 10 take the lead in teaching
technological innovation to those a bil
maore hesitant. Al BCL, we have heen
gradually changing procedures so that
most changes
have been mas-
tezred hefore
new ones have

1o e learned.

The changes won'L s10p com-
ing. Mew gadgets, software and sys-
tems are taxing for ev-
erybody, but the soomer
you learn how to use
them, the easier it will
be o keep pace with the
construction indusiry
and the world.




More Customer Feedback
Edizar Mlerbe, Jiry, SUh DUHMD

Enclosed are photos of my completed so-
lar-heated kiln, woodshed, greenhouse and
sugarhouse. Alloa me to take this opportunity o
thank wou for your assistance with this project.
Eweryons that [ had the opportunity to interact with
at BCL was very personable and helpful. My local
wioodworking friends still can’t believe that 1 had
my framing shipped clear across the country for a
kower price than 1 could purchase it locally. While
vou can’'t see the lumber | purchased from your com-
pany { withe exceplion ol the Western Red Cedar
Ridge beam) I'm confident that it will significant]y
extend the life of this building, given the high hu
midities which will he generated inside while dry-
ing lum ber and |.'uri1|_g 1|:|4|p||.: SUEIT Season

I'l iry toecall you within the nexi few weeks
1o get a feel for the amount of maple syrup that you and your co-workers would like, as well as how you'd like it packaged.
[ hope you had a great ski season,; it appears winier has finally arrived in the northeast with a vengeance. My wife and 1

besive for Hoyal Gorge i two weeks (o ry ool that “5S1ema cement ™!
Thanks again! Your company should be applanded for their custiomer service skills.
Sincerely,
Paul Koval
Aghby, B4

Deck at left :
I etained this tight knot decking from
Bear Creck Lumber and sold it w Jim
Mclean. Jim had ihe decking sanded
1 and sealed wath Superdeck Clear Fin
\ ish before screwing it down, He will
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The cedar supplied by you
wis the finest quality 1 hawve
seen, This house in Freepor
was completed just betore
Thanksgiving. | can't wail 1o
by from you soon.

Aomirew Saca

Andrew Alieraton Co
Freeport, MY
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