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Chapter 1: Introduction

Welcome to Concrete Chiropractor ®! Before delving into the program, please sign the Confidential Disclosure Agreement. The contents of this manual are confidential and proprietary. They are protected as trade secrets under the federal Law of Intellectual Property. This operation manual is the property of the franchisor and is licensed for your use as a guide and reference tool in the operation of your Concrete Chiropractor ® franchise. Access to its contents should be limited to those who have signed the confidential disclosure agreement. Please protect and safeguard the Manual. It can help guide you to a successful business enterprise. Finally, be sure to keep it current with the latest updates.

How to use this manual

Concrete Chiropractor ® Operations Manual

The Concrete Chiropractor ® operations manual is designed to assist you in the development and operation of your franchise. The operations manual must be used in conjunction with the Franchise Agreement. Upon signing of the Franchise Agreement, you have agreed to operate the Business pursuant to the terms of the Franchise Agreement and to use the operations manual solely in the manner prescribed by franchisor. This includes complying with the Franchisee Obligations in the Franchise Agreement, exhibits and manuals. 

It is your responsibility to understand and implement the methods of service to the specifications and standards required by the franchisor. Every detail of the design and operation of the Business is important to develop and maintain uniform operating standards. 

Updates to the manual

In a continuing effort to provide better service to our customers and build a stronger business, periodic updates will be made to the manual. Updates will occur either via mail or through a website-based system.

Confidential Disclosure Agreements

Operations Manual Confidentiality Agreement

Confidential Disclosure Agreement:

This Agreement is entered into this ___ day of ________, 20__ by and between ______________________ with offices at _____________________ (hereinafter "Franchisee") and ______________________, with offices at _____________________ (hereinafter "Franchisor").

WHEREAS Franchisor’s operations manual contains certain ideas, information, and trade secrets that are confidential and proprietary to Franchisor (hereinafter "Confidential Information"); and

WHEREAS the Franchisee is willing to receive disclosure of the Confidential Information pursuant to the terms of this Agreement for the purpose of operating the franchised business.

NOW THEREFORE, in consideration for the mutual undertakings of the Franchisor and the Franchisee under this Agreement, the parties agree as follows: 

1. Disclosure. Franchisor agrees to disclose, and Receiver agrees to receive the Confidential Information.

2. Confidentiality
2.1 No Use. Franchisee agrees not to use the Confidential Information in any way, or to manufacture or test any product embodying Confidential Information, except for the purpose set forth above. 

2.2 No Disclosure. Franchisee agrees to use its best efforts to prevent and protect the Confidential Information, or any part thereof, from disclosure to any person other than Franchisee's employees having a need for disclosure in connection with Franchisee's authorized use of the Confidential Information.

2.3 Protection of Secrecy. Franchisee agrees to take all steps reasonably necessary to protect the secrecy of the Confidential Information, and to prevent the Confidential Information from falling into the public domain or into the possession of unauthorized persons.

3. Limits on Confidential Information. Confidential Information shall not be deemed proprietary and the Franchisee shall have no obligation with respect to such information where the information: 

(a) was known to Franchisee prior to receiving any of the Confidential Information from Franchisor; 

(b) has become officially known through no wrongful act of Franchisee;

(c) was received by Franchisee without breach of this Agreement from a third party without restriction as to the use and disclosure of the information;

(d) was independently developed by Franchisee without use of the Confidential Information; or

(e) was ordered to be officially released by the requirement of a government agency.

4. Ownership of Confidential Information. Franchisee agrees that all Confidential Information shall remain the property of Franchisor, and that Franchisor may use such Confidential Information for any purpose without obligation to Franchisee. Nothing contained herein shall be construed as granting or implying any transfer of rights to Franchisee in the Confidential Information, or any patents or other intellectual property protecting or relating to the Confidential Information.

5. Term and Termination. The obligations of this Agreement shall be continuing until the Confidential Information disclosed to Franchisee is no longer confidential.

6. Survival of Rights and Obligations. This Agreement shall be binding upon, inure to the benefit of, and be enforceable by (a) Franchisor, its successors, and assigns; and (b) Franchisee, its successors and assigns.

IN WITNESS WHEREOF, the parties have executed this agreement effective as of the date first written above.

Franchisor (
)
Franchisee (
)

Signed:

Print Name:

Title:
 
Date:


Signed:

Print Name:

Title:

Date:


Franchisor Copy

Operations Manual Confidentiality Agreement
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Franchisee Copy

Chapter 2: Welcome to Concrete Chiropractor ®

Letter from the Concrete Chiropractor ® President

Welcome to the Concrete Chiropractor ® franchise. As owners of the original Concrete Chiropractor ®, we share in your excitement. Over the last few years, we have been hard at work developing a solid business model that has allowed us to be tremendously successful – and profitable! Now we want to share our superior system with franchisees just like you, and help you deliver the same consistent quality that Concrete Chiropractor ® customers have come to expect from our business.

Our training program will guide you through our processes and every phase of the business, giving you the necessary skills for the success of your franchise. The degree of your success, however, will depend upon your willingness to learn and communicate with us and with your customers. Your success is also a function of the amount of time and effort you are willing to devote to learning and executing each phase of the business.

It is our goal to provide support and services to you with the highest level of honesty, integrity, and professionalism. Concrete Chiropractor ® takes the partnership we form with our franchisees very seriously; it is the foundation of our success. From lead generation programs and cutting-edge technology to branding campaigns and customizable marketing tools, our support is second to none. Comprehensive training and ongoing support will keep you and your staff knowledgeable and competitive at startup and beyond.

Concrete Chiropractor ® is positioned to do great things and we are delighted that you are along for the ride. As a leading concrete raising and repair firm, Concrete Chiropractor ® has achieved recognition and respect while building market share. Our potential is limited only by the creativity of our management and the vision of our owners. Our future in this “growth” industry is flourishing, and we welcome you!

Sincerely,

Kris Winters
President and Founder
Concrete Chiropractor ® Franchises

History of Concrete Chiropractor ®

Concrete Chiropractor ®, began as a concrete raising and repair company based in Bridgewater, NJ. In 1979 the founder, Kris Winters, began his career in residential masonry construction. Kris Winters remained in the masonry trade through 1999 and worked in the Bricklayers and Allied Craftworkers Union Local 5 of New Jersey at that time. In addition to achieving the American Concrete Institute certification of “concrete flatwork technician”, he has worked in many facets of concrete production, installation, replacement, repair and raising. 

Based on his two decades on knowledge relating to concrete settlement failures, he realized the need for a simpler, faster, method to save settled concrete at a much lower cost than replacement. Kris left Local 5 in 2000, to begin his self-employment venture in concrete raising and masonry repair. 

Next was to choose an effective business name related to the service offered. Being concrete raising related to curing, (or adjusting) concrete, he asked himself what other profession cures problems through adjustment. As it is no secret that those in the construction industry are known to suffer from back issues and often need a chiropractor, (Kris Winters included), the thought of his chiropractor adjusting his back immediately became a vision in his head. Kris thought of the two words ‘concrete’ and “chiropractor”. He combined the words, along with the vision of concrete slabs being adjusted, thus the Concrete Chiropractor ® was born. 

Realizing the uniqueness and descriptiveness of the name, Kris realized that it would be wise to establish name protection. In 2000, Concrete Chiropractor ® became a registered trademark with the United States Patent and Trademark Office. What followed over the next several years was expansion in other nearby service areas and brand building of the Concrete Chiropractor ® through marketing campaigns, customer referrals and sound business principles. 

Wishing to expand this success beyond the local market, Concrete Chiropractor ® chose franchising as the next step. Through adherence to the founding principles, practices, and procedures as implemented by our franchisees, Concrete Chiropractor ® will maintain the reputation as…

 “The Trusted Leading Experts In Concrete Raising Since 2000!” tm
The Concrete Chiropractor ® Management Team

The Concrete Chiropractor ® Management Team possesses an invaluable combination of experience and training. 

Kris Winters

President, Treasurer

As the company owner and founder, Kris Winters has been successfully operating and managing Concrete Chiropractor ® LLC. and is the owner and president of Wintco Licensing LLC.  Kris has over four decades of experience in residential and commercial masonry construction principals and has completed thousands of concrete raising jobs.  Kris has experience in customer relations, digital and print marketing, video production, website management, equipment options and use, and all aspects of operating a successful concrete raising business. 

Karen Winters

Vice President and Office Management

Karen Winters has been involved in the office management and daily operations of Concrete Chiropractor ® and Wintco Licensing LLC.  Since inception. She has been involved with the customer relations, marketing, and office management for more than two decades. She has been a partner in Concrete Chiropractor ® since 2000 and has played a major role in the development and profitability of the company. 

Mathew Oiler

Job foreman and equipment technician

Mathew joined Concrete Chiropractor ® in 2006 and has been involved in the daily operation in a supervisory position. He has completed thousands of jobs successfully and has extensive knowledge of the concrete raising and troubleshooting process, as both a customer service and equipment repair technician.
Legal advisory and franchisor’s management support

As the magnitude and complexity of the Concrete Chiropractor ® franchise system increases, other competent, experienced professionals in related fields will be brought into the team. These professionals may change over time, as deemed necessary to the growth of Concrete Chiropractor ®

Concrete Chiropractor ® Mission Principles & Promises

Concrete Chiropractor ® Mission Statement
“Concrete Chiropractor ® is committed to providing outstanding concrete raising and repair services to industrial, commercial, and residential customers. It is our goal to exceed our customers’ expectations for quality and service, while paying close attention to each customer’s individual needs.”

Company Principles

Develop our Employees 

We strive to provide our experience in the concrete raising industry to our employees. We see this as a necessity to maintain and attract customers through our quality service. We realize the importance of sending quality trained, skilled, employees to service our customers. We view the growth and development of our employees not merely as a means for increasing profits, but as an important part of developing or maintaining a strong reputation based on positive reviews. 

Serve our Customers

Our customers deserve the same level of quality, efficiency, value, and professionalism that we would want for ourselves. We believe serving a meaningful need for the customer is important to our company growth. If we do not believe this criterion is being met, we make it our priority to correct it.

Expand our Business Profitably

We strive to return the highest profit possible under the guidelines of our objectives. This is achieved through constant innovation and improvement, creative marketing, reducing costs, listening to our customers, and fulfilling our commitments. 

Our Promises to the Customer
Each customer is our most important customer
· We understand the needs of each customer and tailor our service to meet their individual needs. We treat our customers as we want to be treated. We greet each customer with friendliness and enthusiasm. We ensure complete satisfaction and often go above and beyond the call of duty.

We make it easy for the customer

· We help customers take pride, comfort and satisfaction in their homes and business properties. Thanks to the services we provide, customers know they have that much less to worry about. When they call on us, the job gets done – just the way they expect.
We stand behind our work

We are experts at what we do. We have the tools and the training to deliver on the promises we make. We start each job with the desire to do it right the first time. If we fall short, we work equally hard to make it right. We always look for ways to improve our performance and address all warranty issues promptly.

Our Promises to the Employee 
We provide a safe and rewarding work environment

Safety is our priority. Through training and equipment use, we aim to protect the health and wellbeing of both our employees and our clients. We equip our technicians with the knowledge and tools to maximize competence and productivity. We open channels of communication that encourage creativity, innovation, and safety.

We instill and promote leadership, principles, and personal growth
We strive to provide our employees with a career. We take pride in our work. We are leaders who view our employees as members of a team rather than a means to an end. We provide opportunities for advancement and reward excellence. We abide by our core objectives instilling sound moral, ethical, and business principles. 

We help people reach their goals
We strive to know our employees on a personal level. We guide our employees through constructive feedback to help them develop. We encourage each other, provide equality in the workplace, and help motivated employees achieve their goals.

Franchisee support matrix

Below you will find Concrete Chiropractor ®’s franchisee support team, our respective areas of responsibility, and contact information. The franchisee shall abide by the following Concrete Chiropractor ® reference charts and listings in contacting the Concrete Chiropractor ® Corporate Headquarters for assistance in product ordering, training sessions, equipment maintenance or replacement, and all other miscellaneous items and topics concerning the operations of your Concrete Chiropractor ® franchise. 

	SUPPORT CATEGORY
	CONTACT PERSON

	Training
	 Kris Winters

	Scheduling Training
	kwinters@concretechiropractor.com 

	Management/ Administration
	908-369-3110

	EQUIPMENT ORDERING
	 Kris Winters

	New Equipment
	kwinters@concretechiropractor.com

	Equipment Replacement
	908-369-3110

	OFFICE PRINT MATERIAL
	 Karen Winters

	Paper Goods
	kmwinters@concretechiropractor.com

	Advertising Items
	908-369-3110

	Concrete Chiropractor ® Specialty Items 
	

	Vendor Relations
	

	ADVERTISING
	 Karen Winters

	Payment Amounts
	kmwinters@concretechiropractor.com

	Advertisement Approval
	908-369-3110

	National Advertising
	

	Local Advertising
	

	Sales and Pricing
	

	ROYALTY PAYMENTS
	Karen Winters

	Summary of Payments
	kmwinters@concretechiropractor.com

	Payment in Arrears
	908-369-3110

	LEGAL
	 Kris Winters

	Franchise Specific
	kwinters@concretechiropractor.com

	
	908-369-3110

	OPERATIONS
	Kris Winters

	Corporate Support
	kwinters@concretechiropractor.com

	New Product Testing
	908-369-3110

	Human Resources
	

	FIELD SUPPORT
	Mathew Oiler

	Cleaning
	kwinters@concretechiropractor.com

	Equipment
	908-369-3110

	Daily Operations
	

	Compliance
	

	TECH SUPPORT
	Chris Von Nieda

	Internet
	chris.vonnieda@roi4my.com


Franchise Corporate Officers

PRESIDENT 

Kris Winters

kwinters@concretechiropractor.com 

VICE PRESIDENT AND OPERATIONS MANAGER

Karen Winters 

kmwinters@concretechiropractor.com 

Concrete Chiropractor ® pre-opening timetable

Please refer to the following chart for an outline of items that must be completed prior to opening your business. The table is laid out chronologically, beginning with signing the franchise agreement.

	Ten Week Chronology
	Pre-Opening Task
	Concrete Chiropractor ® Contact for Support

	Congratulations!
	Sign Franchise Agreement
	Concrete Chiropractor ® Management

	Week One after Signing the Franchise Agreement
	Register for “Concrete Chiropractor ® Orientation Training” see Training
	Concrete Chiropractor ® Training Coordinator

	
	Begin looking for office and material storage yard/contact a commercial leasing agent if necessary
	Concrete Chiropractor ® Management

	Week Two 
	Apply for business name registration. Meet all state and local registration requirements
	*support not provided

	
	Apply for Federal Employer Identification Number (FEIN)
	*support not provided

	
	Choose your business structure and make appropriate filings.
	*support not provided

	Week Three 
	Open banking accounts
	*support not provided

	
	Order and purchase necessary equipment for daily pumping operation
	Concrete Chiropractor ® management 

	
	Secure Insurance
	Concrete Chiropractor ® Operations Coordinator

	Week Four 
	Ensure all licensing and code requirements have been met
	Concrete Chiropractor ® Operations Coordinator

	
	Start interviewing potential staff
	*support not provided

	
	Find all necessary management accounting & legal support
	Concrete Chiropractor ® Legal Coordinator

	Week Five 
	Acquire office and or yard facility. Sign lease agreements
	*support not provided

	
	Order utilities
	*support not provided

	
	Order telephone and internet
	*support not provided

	Week Six 
	Install computer and office equipment. All necessary files and software on office systems per management
	Concrete Chiropractor ® Technical Support

	
	Set up credit card processing accounts
	Concrete Chiropractor ® Operations Manager

	
	Install Business Management software & Window Spec software
	Concrete Chiropractor ® Technical Support

	Week Seven 
	Purchase vehicle(s)
	*support not provided

	
	Order Opening Package(s) from Concrete Chiropractor ®
	Concrete Chiropractor ® Equipment Ordering

	
	Order all necessary office supplies
	*support not provided

	Week Eight
	Order vehicle graphics
	Concrete Chiropractor ® Advertising Coordinator 

	
	Order exterior sign if applicable
	Concrete Chiropractor ® Advertising Coordinator

	
	Order marketing collateral & business cards
	Concrete Chiropractor ® Advertising Coordinator

	
	Set up accounts with approved vendors
	Concrete Chiropractor ® Product Ordering

	Week Nine 
	Conduct local market research
	Concrete Chiropractor ® Marketing Coordinator

	
	Begin networking and establish referral accounts
	Concrete Chiropractor ® Marketing Coordinator

	
	Launch grand opening advertising campaign (see Marketing) 
	Concrete Chiropractor ® Marketing Coordinator

	
	Write a press release
	Concrete Chiropractor ® Marketing Coordinator

	Week Ten Open for Business
	Conduct first employee meeting to go over all equipment function and daily operation procedures.
	*support not provided

	Notes and Miscellaneous Comments
	Concrete Chiropractor ® Orientation Training must be attended prior to opening business. (see week one) Training is held at the Concrete Chiropractor ® Corporate Headquarters. 

Per the Franchise Agreement, you have 3 months from signing the Franchise Agreement to open your Concrete Chiropractor ® franchise.
	Concrete Chiropractor ® Training Coordinator. 


Week One

Register for upcoming Concrete Chiropractor ® Orientation Training

Concrete Chiropractor ® will be conducting training for new franchisees. You will typically register for available training dates upon the execution of the Franchise Agreement. Most new franchisees should be open for business within 3 months of signing the Franchise Agreement. Please reference the Training chapter for more information.

Start looking for office space & find a competent commercial leasing agent

Over the course of the next 12 weeks, you will be hard at work preparing for your Grand Opening. We recommend that you find a commercial leasing agent to assist you in finding office space or an operations yard if necessary, based on whether you have a sufficient existing facility, allowing you to focus your attention on opening your franchise. Procrastinating on this step could delay the opening of your franchise, costing you both time and money.

Week Two

Apply for a business license

Contact your state’s Department of Licensing or Registration for applications and instructions on how to file to meet your states requirements. Each state has unique application, filing and registration requirements. Your Concrete Chiropractor ® training coordinator will aid in this matter if needed.

Apply for your Federal Employers Identification Number (FEIN)
Also known as the Tax Identification Number (TIN), Federal Employer Identification Number (FEIN) or the Federal Tax Identification Number, this is a unique nine-digit number assigned for purposes of identification by the Internal Revenue Service (IRS) to business entities operating in the United States. When the number is used for identification rather than employment tax reporting, it is usually referred to as a TIN, and when used for the purpose of reporting employment taxes, it is usually referred to as an EIN. 

Similar in purpose to the Social Security Number assigned to individuals, EINs are used by employers, sole proprietors, corporations, partnerships, non-profit organizations, trusts and estates, government agencies, certain individuals, and other business entities. The IRS uses this number to identify taxpayers who are required to file various business tax returns. Individuals who are employers may choose to either obtain an EIN or use their Social Security Number for the purpose of reporting taxes withheld on behalf of their employees.

An EIN is usually written in the form 00-0000000 whereas a Social Security Number is usually written in the form 000-00-0000 to differentiate between the two. 

EINs do not expire but they are only numbers given to identify businesses. Nonprofit organizations need EINs to apply for an exemption from federal income tax. Exemption is terminated if annual reports are not filed. To maintain a group exemption letter, the central organization must submit an annual report, at least 90 days before the close of its annual accounting period.

For additional information about a FEIN number visit the US Internal Revenue Service website at http://www.irs.gov/
Choose your business structure and make appropriate filings

You should consult with a business attorney, CPA, or tax consultant when deciding what business structure is right for you. 

The actual formal mechanics of creating a corporation is known as "incorporation." The process involves completing and filing a "Certificate of Incorporation" or "Articles of Incorporation" and paying a filing fee. Each state has its own set of laws governing the process of incorporating. 

Corporate existence starts when the articles of incorporation are filed with the state office that handles incorporations (e.g., usually the Secretary of State or Corporation Commissioner), along with the required filing fees. Accelerated incorporations or same-day filings are available in some states.

Week Three

Open banking & checking accounts

Choosing a bank account for your small business is an important stage in the startup process. There are several key things to consider – such as transaction and borrowing costs, what facilities the bank offers, and the type of relationship you want from a bank. Here are some suggestions which may help you decide which bank would best suit your needs:

· You must set up a business account if you are starting up as a Limited Company, Partnership, or any other key business structure. Sole Traders can use their own personal accounts (or via a new business account – John Smith trading as XYZ).

· Do not necessarily choose a business bank simply because you are already a personal banking customer of that bank. You may feel more comfortable with a bank you already know personally, but they may not offer the best deal for your business.

· Make sure you compare several business bank account offerings, and compare the costs and charges associated with each one. 

· Naturally, only consider banks that have a strong background – names you will have heard of, or even internet banking brands which are owned and operated by the big players.

· Bank Charges: A key point to consider is how much it will cost you to have a business bank account. You may have many monthly transactions to process, for example, so ensure you know exactly what charges will be levied on your account before signing up. Many major banks provide "free" banking for set periods to new businesses, so this may also be of interest.

· Online Banking: This is an increasingly important service, and most banks now provide an internet service so you can check the status of your account day or night. At Concrete Chiropractor ® this is an essential service. Rather than calling the bank to check if a payment has been made to your account, you can check online in a fraction of the time.

· Interest: Although the major banks have improved their interest rates on business current accounts in recent years at the request of the government, they do vary wildly. Some well-known banks pay virtually zero interest on your account balance, but there is always a trade-off between free transaction costs and interest rates, so consider the overall benefits each account would provide to your business.

· Small Business Team: Consider a bank which has a specialized small business unit. The setup process should be simpler, and dedicated teams will be used to dealing with all types of small business and their specific needs. Some businesses will require regular contact with their bankers, so you should go with a team you feel you can build a good personal relationship with.

Apply for your contractor’s license or registration number

Applying for a contractor’s license or registration number is relatively straightforward, although the specific requirements will vary based on your location. The rules are similar between states; however, your first step should be visiting the web site of your state contractors’ board or department of consumer affairs. There you will find specific information on licensing, the testing and application process, fee schedules and additional state-specific requirements.

A contractor’s license or registration application and testing fees and, in some instances proof of bonding and insurance, will be required to obtain a contractor’s license. After you check on your specific state requirements, you will need to fill out an application, which can be downloaded from most official state web sites or can be ordered by calling your local or state authority. Most applications require the applicant to state their experience and business references, as well as any issues, complaints, or lawsuits that you may or may not have had. In many cases the application will also require a detailed financial statement, as well as declarations on your personal finances, such as whether you have ever filed for bankruptcy.

(A tip: Be prepared by first having a business plan ready before filling out the application. It will not only help you plan for your future business but will help you with the application questions as well.)

You may also have to take a test on construction management and/or a specific trade, the details of which vary greatly from state to state. In most states, it is not required to take any specific coursework before getting a contractor’s license; however, some states (such as California) offer either a classroom or home study program to help you study for the tests. While it is not required, many will suggest coursework to help you prepare for the required licensing tests – especially for those with limited construction or business management experience. 

Finally, to apply for a contractor’s license, you may need to pay several fees, including a licensing fee and testing fees. Specific amounts vary but be prepared for costs to range from $75 to $300 per application, test, or licensing fee, with overall costs totaling around $500. An additional cost to remember is that, in some cases, proof of bonding and insurance will also be required. 

Before you apply for a contractor’s license, be sure to consider that in most states you may need at least two separate licenses before performing and professional construction work: a contractor’s license from the state board, and a business license for the city or county in which you are performing the work. Also keep in mind that licensing requirements will change based on what type of construction you plan on doing – whether commercial, residential, remodeling or new construction. Your specific situation can change application and permit requirements, such as the amount of experience you will need to declare.

Specific licensing requirements will vary by state; visit the official web site for your state or city to find out more information.

Secure insurance

You are required to maintain insurance for your business as specified in the FDD and Franchise Agreement and Chapter 10 of this operations manual. Concrete Chiropractor ® does not specify what insurance companies you use. However, we recommend that you secure your general and professional liability (E&O). Please contact your training coordinator for assistance in this matter. See your Franchise Agreement for a detailed description of the insurance that is required for your business.

Week Four

Ensure all licensing and code requirements have been met
You must comply with all local, state, and federal regulations regarding both business operation and specific requirements pertaining to your industry. It is your responsibility to maintain current licenses with all appropriate governing bodies. These requirements can vary based on each state, county, and city requirements. 

You may need to register your business on the federal, state, county, and city levels of government. On the state level, corporations usually register with a particular division of corporations, and professions usually register with a business and professional regulation department. Most county governments require occupational licenses. Many times, it will be necessary to obtain a license from your city clerk and then a county license from the tax collector. These levels of government and the agencies thereof will have various procedures you must follow to comply with licensing and permitting requirements for health and safety on the business premises, including submission of a floor plan. Make certain that your state and county occupational licenses are properly displayed. Be certain you understand what your occupancy capacity is and stick with it. Many states require you to file an annual business report to maintain legal business status. 

An example: If you are a residential and commercial service operation, probable agencies to contact include state contractors’ licensing board, state and county health departments, code enforcement, planning and zoning, building department, fire marshal, solid waste, motor vehicle, etc. These agencies may have toll-free numbers, and most will be part of a state or local website. Much of what will govern your operation will be written into state statutes.

Other resources for federal law governing your business operations include the United States Code of Federal Regulations (CFR), which is online at access.gpo.gov; the National Fire Protection Association (NFPA), whose regulations can be obtained by telephone at (800) 344-3555 or online at nfpa.org; the Federal Trade Commission (FTC) guidelines can be procured by telephone at (800) 326-2222 or online at ftc.gov; a Uniform Commercial Code (UCC) locator site with links to state statutes which apply to the UCC is online at law.cornell.edu/uniform/ucc.html; and the internet site secst.com contains links to all 50 Secretary of State websites, which provide basic information on corporations, partnerships, business and UCC filings.

Start interviewing potential staff
Concrete Chiropractor ® does not assist in your hiring or firing process. However, Chapter 17 or this manual entitled Staffing Your Concrete Chiropractor ® franchise outlines the positions that will need to be filled to open your franchise for business. Finding and keeping good personnel is vital to the success of your franchise. Finding “just the right person” may take longer than you anticipate, therefore it is imperative you begin interviewing as soon as possible.

What should I consider before I hire?

When hiring, look for employees that balance your strengths and weaknesses. If you are a creative genius but are poorly organized, try to attract someone who can bring some order to the company's work. 

Remember that what you hire is what you will get in terms of personality, strengths, weaknesses, and work style. Good employees are found, not changed. You cannot change someone's personal attributes. Do not expect to try.

Start the hiring process by first understanding Concrete Chiropractor ®’s Mission, Principles, and Promises. "Who are we?" and "What are our values?" Any company must first understand "who" it is before it can know what kind of employee it wants to hire. You can help someone learn a skill, but you cannot teach attitude. The better the attitude, the better service your customers will likely receive. 

Employees look for responsibility, a good working environment, a sense of accomplishment, a belief in the business and what it does and a fair salary. When interviewing prospective employees, ask them what they expect to find in the position. Determine what skills and attributes are most needed for the job and see if your expectations and the applicant's match. If they do, you have a good beginning for a productive relationship. 

Where can I find good employees?

If you already have employees, are pleased with them and are looking for more like them, ask them to keep their eyes open for talented prospects. If you believe you can trust an employee and if that employee trusts the prospect, chances are you can trust the prospect as well. Many companies offer a special bonus when current employees bring in successful hires. 

The Internet can be a good source for employees, particularly for entry-level professional positions. Most small businesses still use the standard classified advertisement, while a growing number are using employee referral programs. Other possibilities are through business networks, at job fairs and through online job boards. 

How do I keep the good hires?

The person you select to work for your Concrete Chiropractor ® franchise should have a good reason for wanting to work with you, and it should not be just the paycheck. Employees value other benefits such as flexible hours, a pleasant atmosphere, quality professional development and career potential. Find out what is most attractive to your workers about your business and try to ensure that you can offer that benefit. It is the best way to retain good people. 

As in any relationship, communication is key. Keep your workers informed about what is going on with the company. Better communication will result in higher productivity AND morale. 

Technology can help. Use email, voice mail and instant messaging to keep your employees informed. Set weekly or biweekly staff meetings to discuss issues in more depth and to offer time for feedback and input. Share challenges and successes and invite ideas and complaints. Such meetings are particularly critical during business start-up. Things change quickly; keep your employees informed. Although some employee benefits are expensive, good communication and the sense of belonging to a team are free. 

Remember that when someone—customer or employee—has an extremely positive or negative experience with your company, that person will tell others about it. Work to keep both groups happy, and business will improve. Should problems arise, deal with them quickly and decisively. Respond to compliments and resolve complaints immediately. Positive word of mouth can be a highly effective, yet inexpensive, marketing tool.

Find all necessary management accounting and legal support 

Your professional advisory team should consist of a CPA, bookkeeper, and business attorney. You may also want to start looking for prospective employees. The need for employees will ultimately be a direct function of the demand for your services. While some franchisees initially go it alone due to limited working capital, others will hire inside/outside sales, service technicians, and field workers prior to opening for business. We strongly recommend that all franchise locations initially employ an office assistant or manager who can help in the following areas: Takes call, schedule appointments, books and record keeping, marketing the business, etc. Meanwhile a certified service technician or equivalent will perform specified services regarding daily operation.

Week Five

Sign lease/ acquire office or Yard space
By now hopefully your broker/agent has found suitable office space or you have your own facility. Complete a property walk-thru and list all important needs in terms of layout or utility requirements. Discuss these with the landlord; schedule any work necessary. It will not be possible to finish the remaining pre-opening procedures without completing this step. Be prepared to sign a 2–5-year lease. Here are some tips that may save you some money.

Office or operating space are one of the largest expenses a growing company incurs. Negotiating the best lease possible can save your company to invest in employee payroll or to launch a marketing campaign. 

Your ability to negotiate a lease depends on how much leverage you have. Do your homework. Are other companies vying for the space? Has the space been vacant for a long time? Factors such as these may make the difference between your calling the shots or a landlord nickel-and-diming you throughout the lease process. While a visible office location can be helpful, it is not necessary to operate a Concrete Chiropractor ®.  A material and equipment yard and office with internet and phone is. However, this can be a low or no visibility location. 

There is no such thing as a standard lease, but here are some suggestions to help you become a little more lease-savvy and negotiate a favorable lease. 

· Space: To compare different location spaces, you must know the exact usable square footage of each space you are considering. 

· Permitted use of the premises: A lease typically has a section that sets forth the permitted uses of the leased space. Make this clause as broad as possible, even if your intended purpose is initially narrow. Because your business may grow and your plans may change, you want the flexibility to use the space in any reasonable legal manner. 

· Term of the lease: Landlords are typically willing to make concessions for longer-term leases. Your company's needs may change however, and you may find yourself locked into paying above-market rent if demand for rentals declines over time. Try to negotiate a shorter-term lease with renewal options — a two-year lease with four two-year renewal options, for instance, rather than a ten-year lease. 

· Rent escalations: Fixed rent over longer-term leases is relatively rare. Sometimes landlords insist on annual increases based on the percentage increases in the Consumer Price Index (CPI). If your landlord insists on rent escalations, try to arrange that a CPI rent increase does not kick in for at least two years. Then, try to get a cap on the amount of each year's increase. If you must live with a rent-escalation clause, consider a predetermined fixed amount, like $1,000 a month the first year, $1,050 a month the second year and $1,100 a month the third year.

· Common area maintenance, HVAC, and operating costs: Consider operating costs the landlord may pass on to you. If a building or office space, some leases require the tenant to pay for cleaning, building security, electricity, HVAC (heating, ventilating and air conditioning), maintenance and repairs. If the landlord is charging you separately for these services, try to negotiate a fixed fee or cap on the amount. In addition, some landlords will charge extra for services supplied after-hours or on weekends. 

Set up all necessary utility accounts (gas, electric, garbage, water, etc.) that are not built into the lease.

Order phone and internet
You will need to have constant phone and internet access. Concrete Chiropractor ® franchises are required to have a dedicated fax line.  A live person answering customer calls is a necessity. If you do not always have office staff readily available, you may want to consider an answering service for off hours or fill in purposes.  When you take advertising “cost per call” into consideration with the potential loss of calls, this can be a very sensible investment. Please note, it can take up to 4 weeks for your phone company to hook up your phone and internet access. 

Week Six

Install hardware/ software on computer system

Please refer to the Office Equipment/ Computer Systems chapter of this manual for detailed hardware and software specifications. Concrete Chiropractor ® can provide limited technical assistance in this area. Please refer to the manufacturer for support with setup and installation. We strongly recommend that you purchase the optional technical support for hardware/ software. Your time is better spent growing your franchise than dealing with the inevitable technical problems that arise from time to time.

Set up a credit card processing account
Credit card processing introduction

When Western Union first gave charge cards to their best customers in 1914, no one would have guessed that over $2 trillion would be charged in 2003. As ubiquitous as credit cards are, their use is still growing. The exploding world of online commerce is playing a part, as is the increasing usage of credit cards in business-to-business transactions. While some businesses could not open their doors without a credit card processing service, it is more of a question for others.

The world of merchant services can be confusing, especially for small businesses who have never accepted credit cards before. This buying guide is designed to help you choose a merchant account provider for your company, as well as avoid some common bait-and-switch tactics that can cost you much more than you expect. 

Are merchant services worth it?

If your company is successfully invoicing your customers, you may be put off by the costs of merchant services, which take a percentage of all your sales. However, avoiding potential loss from non-payment can quickly make up for the expense. Plus, you will no longer have to spend staff time issuing late invoice notices or wait 30, 60 or even 90 days for invoices to be paid. Credit cards allow funds to be transferred to your bank account in less than a week. This can be a welcome relief for businesses that experience a tight cash flow.

If you are selling to consumers, merchant services will allow you to expand your customer base and provide a more convenient method of payment than cash or checks. As we move closer toward a cashless society, card processing is a must-have. 

Not every company needs to accept credit cards, though, offering payment options will attract customers looking to pay by credit card.
Types of credit card processing

There are several types of companies you can turn to for credit card processing.

Bank: The bank you use for your business finances should be the first place you contact. Banks can be the easiest source to turn to for credit card services; many offer services packages for businesses that include merchant services. Most banks do not process credit card transactions themselves. Instead, they outsource credit card processing to a third-party processor. It can be tough to get approved from this channel. Banks are likely to scrutinize your business more closely before deciding whether to accept your application.

Third Party Processor: Third party processors dedicate themselves to handling credit card processing. As such, they take care of different aspects of the transaction process such as authorization, billing, reporting, and settlement.
Independent Sales Organization: An independent sales organization (ISO) is essentially a registered credit card merchant broker who represents one or more third party processors. They set up and service credit card merchants, but do not do the actual processing. ISOs are less selective than banks, but that comes at a somewhat higher price. They are also not strictly regulated the way banks are, so be particularly vigilant when evaluating potential suppliers. 
Financial Service Provider: MasterCard and Visa require you to establish a merchant account through an intermediary. However American Express and Discover give you the option of applying directly to them.

Association: Small business and trade associations often offer credit card merchant processing at discount prices. They are a particularly good resource if companies in your industry historically have trouble attaining credit card merchant status.

Qualifying for a merchant account

Before giving you a merchant account, a merchant services provider will want to make sure you are a legitimate business that will not leave them liable for fraudulent charges. They will start with a basic background check. This includes a thorough credit history review of the owners or officers listed on the application, in addition to credit references from two or three suppliers.

The most important question providers want answered is whether your business is likely to have a high incidence of chargebacks. A chargeback is a reversal of a sale that was credited to your account, usually because of an error made by the cardholder's bank, a misunderstanding by the customer, or fraud. For the most part, tangible products are much safer than services. Also, businesses that deliver purchased goods immediately in exchange for payment are viewed as being less risky.

Providers will also consider the type of credit card transactions that your company performs. As a rule, card-present transactions that allow you to swipe the credit card and obtain a signature in person are much safer than card-absent transactions that take place by phone, by mail or over the Internet. Being a higher-risk merchant does not necessarily prevent you from getting a merchant account, but it will drive up your costs.

Finally, if you have accepted credit cards in the past, providers will require previous merchant statements to better gauge your charge and chargeback volume. Some companies advertise high acceptance rates to impress - do not be lured; 99% acceptance rates are common among ISOs.

Credit card services pricing


Getting started upfront costs: For card-present transactions, the biggest up-front cost will be for the terminal, the machine used to swipe cards. Basic terminals typically go for between $150 and $300, terminals with printers are $200 to $600, and wireless terminals can run from $600 to $1000. You may want to lease a terminal instead. Leases can be as little as runs $35/month, although prices can vary depending on the sophistication of the terminal and the length of the lease. These estimated prices can vary.
Terminals are not required for card-absent transactions. Instead, you can get software to verify transactions from your PC for as little as $150. Some providers even support card verification directly over the phone.

Be careful with application fees. Some providers charge application fees of up to $200, and they may be non-refundable, even if your business is turned down for an account. You may also have to pay setup or account activation fees. Make sure you understand exactly what you will be paying for before you sign anything. 
Recurring costs: The primary fee on a merchant account is the discount rate, a small percentage the provider charges on each transaction. Banks and larger providers will base this fee on criteria including: your company's evaluated risk, average sales ticket, transaction type, and total charge volume.

Because of the difference in risk, most providers have two different rates, one for card-present transactions and one for MOTO (mail order/telephone order – also includes Internet transactions) or card-absent transactions. Currently, card-present transactions usually carry a discount rate of 1.5% to 2%, while card-absent transactions are at 2.2% to 3.0%. Some companies set a monthly minimum fee ranging from $20 to $35 per month, so if you do a low volume of credit-card transactions, be sure to ask about this.

Another processing fee charged by the merchant bank is the per-transaction fee. The per-transaction fee is generally $0.20 to $0.30 for card-present transactions and $0.30 to $0.50 for card-absent transactions. There is also a fee to cover the cost of issuing monthly credit card transaction summaries, usually around $10.

Still more costs? In addition to these basic fees, there are an astonishing number of fees that merchant services providers can charge: annual fees, programming fees, Internet processing fees, shipping and handling, American Express setup fee, customer support fees, etc. Essentially, these are arbitrary-jack-up-the-bill fees. We cannot stress this enough: make sure you have a complete understanding of all the charges you will incur before making your decision. 

Negotiating credit card services: If you do not expect to charge more than a few thousand dollars each month, focus on lowering the set-up and monthly fees for your credit card service. At this low volume, these fees can significantly boost your effective discount rate. Also, when asked to estimate your monthly sales, be conservative. You may be asked to keep a percentage (or even a full month's estimated order total) in an account to cover fraud.
For larger credit card volumes, reducing per-transaction costs is a higher priority. A particularly good area to focus on is the discount rate. Since your average sales ticket helps to determine your discount rate, you should be more aggressive in estimating your average sales ticket. It can also be helpful to learn what average ticket sizes you need to qualify for even lower discount rates.

Some pitfalls to avoid

Be wary of long-term leases with early termination fees - if you are unhappy with your provider, you should be able to switch. Also watch for a tactic borrowed from the consumer credit card industry: low introductory rates that bump up after a few months. While all providers will reserve the right to raise prices (MasterCard and Visa often change the rates they charge the providers), you should not go with one that signs you up for an increase. 

Choosing a merchant service

Obviously, price is an important factor in choosing a provider - but it should not be the only factor. Customer support can be essential - problems in credit card processing can quickly impact your bottom line. The best way to learn about a provider's level of customer service is to obtain customer referrals from current clients. Request referrals to merchants that are comparable to your company in size and industry. Then ask these important questions: do they have to wait several minutes before reaching a customer support rep? Are their needs serviced quickly? How does the provider deal with chargebacks? Also ask the provider about their level of support - do they have phones staffed 24 x 7? Do they charge per incident?

If your business will be selling over the Internet and you do not have a secure server that can encrypt credit card information, make sure your provider can offer secure ordering through SSL (secure sockets layer, a widely used web standard for security). Setting up your own secure site is expensive and technically challenging. 

Finally, if you are not using a bank or financial company you recognize, make sure you verify that the company you are investigating is legitimate - there are con artists and scammers who set up fake processing companies just to collect setup fees then vanish. Contact the Better Business Bureau to check the company's status if you are unsure, and if you find a provider on the Web, make sure you get a physical address and phone number.

Merchant services buying tips

· Learn how long it takes for funds to be transferred. Providers differ on how long it takes for funds to be deposited to your account. You will want to specify whether it is a retail or MOTO transaction, since MOTO transactions usually take substantially longer to clear.

· Compare variable fees. Check on fees that tend to vary between providers and may be negotiable. Such fees include set-up, cancellation, and monthly minimum.

· Get the complete picture. Once you know all the fees a provider will charge you, figure out what your total cost would be based on your best and worst recent months. 
· Read the contract. Make sure to read the contract in detail to understand all fees, minimum charges, the term of the agreement, and termination clauses. Some providers will not cover every point and leave it to you to uncover the details.

Week Seven

Note: If Concrete Chiropractor ® is an add on to an existing business, and the business already owns trucks to be used in combination with the Concrete Chiropractor ® equipment, vehicle purchase information may not apply. Based on your equipment package, Concrete Chiropractor ® equipment may be fitted to your existing or newly purchased vehicle.

The listed below is to be helpful in your research.  Concrete Chiropractor ® does not offer vehicle financing. These options should be discussed with your CPA and the vehicle financing department of the dealership.

Vehicle purchase(s)

For use in a franchisee business, franchisee may need to purchase or lease a vehicle identified with Concrete Chiropractor ® approved branding. Please refer to the vehicle chapter for detailed information on requirements and recommendations. The following list is intended to give you some insight into commercial automotive financing:

Commercial Outright Purchase

If you have the funds available to buy the commercial vehicle outright this can be a smart move, for finance charges will not be incurred and the asset be wholly owned on the balance sheet. The major consideration is whether the capital would be best invested in other areas, either personally or on a business level. 

Contract Purchase / Personal Contract Purchase

PCP is becoming an increasingly popular way of financing commercial vehicles, due to the overall flexibility of the contract. The initial deposit is flexible, the repayment periods are flexible - normally between 2 and 5 years, with a final, optional, settlement figure (Minimum Guaranteed Future Value or MGFV) which is calculated at the time of purchase. The 4 main options available at the end of the contract are as follows: 

1) Make the final balloon payment and take ownership of the vehicle.

2)  Trade the vehicle against a replacement vehicle, which releases any equity in the original contract into the new contract, normally forming the deposit.

3) Return the Vehicle without making the optional balloon payment therefore releasing you from the contract. Any excess mileage or damage charges will be imposed in the event they have occurred.

4) Dependent on provider - extend the agreement by spreading the balloon payment over a further period.

When financing your next commercial vehicle give serious consideration to PCP – the benefits can be significant, as seen below: 

1) Low 'van (personal) contract purchase' monthly payments 

2) Incredibly flexible 

3) Payments not subject to VAT 

4) Available on all new and some nearly new commercial vehicles 

5) The decision on what to do at the end of the contract can be left until the end of the agreement.

Commercial Finance Lease/Van Finance Lease

As an option available when considering how best to finance your commercial, finance lease is a leading facility that offers a tailor-made contract with decent flexibility. The commercial vehicle is hired for a fixed period without the option of ownership. The monthly repayments cover a percentage of the vehicle depreciation costs plus finance charges. 

Benefits of financing your van/truck/commercial vehicle through finance lease include: 

1) Improved cash flow due to fixed monthly rental 

2) VAT reclaimable (depending on usage) 

3) Rentals can be offset for business use (allowable against taxable profits).

4) Use of the vehicle without large capital outlay 

5) Possible benefit from the net sale proceeds 

Commercial Contract Hire/ Commercial Leasing

One of the most common ways to finance commercial vehicles nowadays, contract hire gives all the operational benefits of ownership without the headaches of running costs and vehicle disposal. The contracts are flexible regarding deposit and repayment periods, and an optional maintenance package, if required. 

Commercial Contract Hire has significant benefits for the business user, including:

1) VAT reclaimable (depending on usage) 

2) Rentals can be offset for business use (allowable against taxable profits).

3) No disposal risk or hassle 

4) Fixed and predictable costs 

5) Outsourced administration 

6) Releases capital and takes the commercial vehicle off the balance sheet.

Commercial Hire Purchase

HP is a finance option which delivers ownership as a conclusion. Hire Purchase is another popular option due to its flexible approach. Select your deposit amount and how long the agreement is to span, and then a monthly figure can be calculated. 

The benefits of Hire Purchase include: 

1) Ownership of vehicle

2) Flexible deposit 

3) Fixed or variable interest rates 

4) Vehicle appears as an asset on the balance sheet.

5) An additional line of credit

Order opening packages

Below is a list of the opening packages available for purchase through Concrete Chiropractor ®. Regardless of whether purchased through us or pieced together through our approved vendors, you must equip each cleaning trailer per the specifications outlined below. The contents of each opening package are subject to change. You will be informed of any additional equipment requirement as deemed necessary by the corporate staff of Concrete Chiropractor ®.

Order office supplies

Office equipment: You must purchase computer system and appropriate software prior to opening of business. Hardware and software requirements are listed in the Computer Systems chapter.

Office supplies: You must purchase initial office supplies and have administrative needs addressed and in place prior to opening of business. For further details, see Chapter 9: Office Equipment and Supplies.

In addition to the equipment and supplies contained in the Opening Package, you will need inventory on hand to replenish supplies as they become depleted.

Office furniture and equipment

· Desk (one for each employee)

· Comfortable chair(s)

· File cabinets

· Overhead and work lighting

· Fireproof safe

· Desktop and pocket calculators

· Wall whiteboard and markers

· Paper shredder

· Photocopier

· Wastebasket

· Alarm system

· Fire extinguisher

· First-aid kit
Computer hardware and accessories

· Desktop computer and monitor(s)

· Keyboard and mouse

· Printer

· Modem

· Digital camera

· Handheld organizer

· Surge protector

· Scanner

Computer software

· Word processing software

· Virus protection software

· Accounting software

· Desktop publishing software

· Payment processing software

Communications

· Telephone line

· Internet connection

· Desk telephone

· Fax machine

· Cordless telephone

· Answering machine/service

· Cordless headset

· Speakerphone

· Cellular telephone with internet features

General office supplies

· Business cards

· Envelopes

· Stationery

· Imprinted advertising specialties

· Postage stamps

· Printer cartridges

· Pencils and pens

· Printer paper

· Cleaning supplies

· Fax paper

· Notepads

· File folders

· Stapler

· Scissors

Week Eight

Order vehicle graphics/decals

All vehicles used as part of the franchise, business vehicles or equipment display the Concrete Chiropractor ® graphics on a white background or vehicle in accordance with the operations manual, unless written approval from Concrete Chiropractor ® Franchisor is obtained. The franchisee must pay for vehicle lettering. See Appendix E for examples of vehicle graphics supplied by Concrete Chiropractor ® that are supplied specifically for use on your Concrete Chiropractor ® vehicles. 

Order business cards and marketing collateral

It is never too early to start handing out your business cards and/or marketing your business. Concrete Chiropractor ® will provide graphics that can be used by your local printer. Business cards, brochures, etc. can be ordered through Concrete Chiropractor ®, saving both time and money.

Order exterior sign

If the franchisee’s office is in an area with customer visibility, you are required to have an exterior sign for your Concrete Chiropractor ® business. An exterior sign can add to the professionalism and general appearance of your business. Further, it may draw in the occasional passerby which could lead to future business. Sign must be in accordance with requirements as outlined in the Marketing Chapter.

Contact approved vendors & set-up accounts

Now is the time to begin filling out the credit applications with approved vendors. The approval process can take up to two weeks. In the interim, most vendors will accept cash or credit cards, while your credit application is being processed. If Concrete Chiropractor ® has negotiated discount pricing for our franchisees through our approved vendors for your local area, they will be passed onto our Franchisee. If you find another vendor of comparable equipment or supplies that is not on the approved vendor list, please contact Concrete Chiropractor ®. If the vendor meets our quality standards and specifications, they will be added to the list in due course. See the appendix for the current vendor list and contact information.

Week Nine

Conduct local market research

Researching your competition will provide valuable insight into determining how to price your services. Chapter 14 on Pricing will provide a general guideline on how to price your services. Your company will not need to lowball competition to win customers. Concrete Chiropractor ® has worked hard to create a cutting-edge professional image that will allow for competitive pricing. The services you provide will often be a cut above the competition given your education, training, material control and strict adherence to the principles of Concrete Chiropractor ®. 

Launch Grand Opening advertising campaign

O.K., now the fun begins. It is time to start advertising your Concrete Chiropractor ® franchise. Concrete Chiropractor ® does not stipulate what forms of media must be used in your “Grand Opening Advertising”. You are required to spend $2000.00 in the first month on advertising. Your grand opening advertising campaign may look something like the following:

· Pay-per-click advertising (on Google, Yahoo, and MSN): $500 per month

· Social media advertising (Facebook or other forms of social media) $400-$800 per month

· Direct mail (Money Mailer, Val Pak, etc.): $400-$800 per month

· Direct mailings to pool repair and service companies, real estate agents, property managers, home inspectors, and other related service businesses $500.00

· Start pounding pavement (outside sales) and/or dialing for dollars (cold calling).

See the Marketing Chapter for additional information.

Write a press release

Any time your company would like some media coverage, write a press release! 

Press releases are a must when launching a new product or service. A press release should also go out when you are added to and open your Concrete Chiropractor ® franchised office, change locations or expand your current store or office.
A few other times to send out a press release: 

· When your company is having a sale or sponsoring a special event or seminar 

· When you have signed a deal with a "hot" company or one that is much larger than your own 

Any event that is newsworthy that may catch the attention of the press or public, consider a press release that will get your Franchise in the public eye. For example, if your Franchise performed a sidewalk repair for a special organization such as the veterans, to help children, or the elderly. That may be considered newsworthy. You might be surprised by the coverage you get. 

The media are always hungry for feature stories. Tell them about your company's fast growth. Some company must be featured in every trend story, why shouldn't it be yours? 

Finally, keep in mind that the media has deadlines, Breaking news stories are written one hour and published or broadcast the next. But many features have deadlines weeks or even months in advance of publication.

Week Ten

Conduct your first staff meeting

Staff meeting should become a weekly activity in operating your Concrete Chiropractor ® franchise. Your first staff meeting will in many ways set the tone for the ones that follow. 

Here is how to hold a short, effective staff meeting:

1) In general, keep them short: Most staff meetings should last less than an hour. You want your staff to spend their time working on things that earn money for your business, not sitting in meetings. Keep them positive. Negative meetings contain insults, ridicule, and attacks. These activities create caution and resentment, which always costs your company money. Keep them interactive. Your staff consists of intelligent people. Put them to work in your meetings to advance the effectiveness of your organization.

2) Share news: Give the members of your group one minute to report on progress made in their area of responsibility. You will find this results in bullet point reports of essential information. It also prevents people from philosophizing, explaining, justifying, criticizing, and engaging in other unproductive activities. Plan a time budget: 8 to 10 minutes.

3) Teach something: Research and give a 10-minute presentation on some skill or technology that benefits your group and company. Plan a time budget: 10 to 15 minutes.

4) Practice skills: Create team learning activities that sharpen or teach skills needed in your business. Ask group members to take turns bringing an activity that reviews or teaches a valuable skill that can be used to improve your service. Follow this activity with a brief recap of key ideas. Plan a time budget: 10 minutes.

5) Solve problems: Give each group member a minute to describe a challenge that hinders work or production and then let everyone propose solutions. Suggestions should be brief and free of self-aggrandizing explanations or motivational sermons. This process also requires a positive, supportive environment to succeed. If this is used to ridicule, insult, or criticize the individual, people will be reluctant to reveal issues that need attention. Plan a time budget: 3 to 6 minutes per person.

6) Use a facilitator: A facilitator will help you conduct meetings where the results matter. Then you can participate, rather than spend your time managing the meeting. A good facilitator will know group decision-making processes that move your meeting toward results everyone supports.

Find a source of labor for large projects

Do not be surprised if right out of the gate you land a larger than expected project. Larger projects require more manpower than you may have onboard at the launch of your franchised business. Your employees may know of someone interested. There are many sources of temporary labor including CLP, Labor Ready, and Work Source, to name a few. You will need to fill out applications with the agency of your choosing before you get access to their laborers. 

Congratulations! You have completed the Concrete Chiropractor ® pre-opening obligations.

	Concrete Chiropractor ®™ Franchise Planner: Month 1:

(3 months Prior to Scheduled Open)

	Days ‘til open
	 Task(s) to be completed

	 FORMCHECKBOX 

	90 Days
	Discuss financing requirements prior to signing of franchise agreement. Follow financial requirements set forth by franchisor to include capital for startup, and the budget for year 1. Meet via phone or in person with franchisor’s financial services representative.

	 FORMCHECKBOX 

	85 Days
	Sign franchise agreement with the franchisor’s representatives. Set tentative date for opening. Review Pre-opening checklist and address any questions or concerns with franchisor’s representative.

	 FORMCHECKBOX 

	85 Days
	Register for Concrete Chiropractor ® new franchisee Orientation Training Course. This should be completed within 4-6 weeks of the planned opening of your location. 

	 FORMCHECKBOX 

	82 Days
	Begin real estate search for office/shop location. If leasing, be prepared to sign 2–5-year agreement. If purchasing, be sure to obtain a pre-approval letter for financing arrangements. Ideal yard location size is approx. 20,000 sq. feet or more. A location must be selected before many of the following steps can be completed.

	 FORMCHECKBOX 

	70 Days


	Secure Real Estate location. Complete property inspection and list all important needs in terms of layout or utility requirements. Discuss with landlord; schedule any work necessary.

	 FORMCHECKBOX 

	68 Days
	Select company’s name; file or apply for business license, state tax ID number; and Federal Tax Identification Number (FEIN). Apply for state contractor’s license.

	 FORMCHECKBOX 

	65 Days
	Schedule installation of all utilities: Phone; high-speed internet access, electric, gas, etc. 

	 FORMCHECKBOX 

	60 Days
	Order required Concrete Chiropractor ® software packages such as Microsoft office and QuickBooks.  Review Concrete Chiropractor ® new franchise “Starter Package” checklist, adjust, and place order. 

	 FORMCHECKBOX 

	60 Days
	Begin work on setting up financial accounts: banking & credit, apply to credit card merchant networks, and personal check approval. 

Begin work with insurance agency to set-up up coverage for business, equipment, and employees. Ensure ample bonding is acquired. 


	Concrete Chiropractor ®™ Franchise Planner: Month 2:

(2 months Prior to Scheduled Open)

	Days ‘til open
	 Task(s) to be completed

	 FORMCHECKBOX 

	58 Days
	Order business cards and basic marketing collateral. Schedule signage contract in anticipation of Concrete Chiropractor ®. Ensure all utilities are working properly. Review location requirements to be certain that all issues are addressed

	 FORMCHECKBOX 

	55 Days
	Order computer, telephone, and misc. communications equipment from approved vendor list. Anticipate or plan for 2 weeks delivery time for system install and boot up.

	 FORMCHECKBOX 

	55 Days
	Place employment advertisements for new hires; begin new employee screening process.

	 FORMCHECKBOX 

	52 Days
	Purchase any company vehicles or equipment that will be required. Obtain any temporary registration and permits. Install required communications equipment and any company signage.

	 FORMCHECKBOX 

	48 Days
	Attend week-long new franchisee orientation and training.

	 FORMCHECKBOX 

	45 Days
	Install Concrete Chiropractor ® software packages on new computer systems. Get communications systems up and running. Test all systems. 

	 FORMCHECKBOX 

	40 Days
	Begin face-to-face interviews for any management, office manager, and concrete raising technician candidates.

	 FORMCHECKBOX 

	40 Days
	 Launch pre-open marketing campaign: If staging a “Grand Opening” order any related supplies; prepare any direct mail pieces, print advertisements, etc. 

	 FORMCHECKBOX 

	30 Days
	Send out job offers, and issue start dates for 2-3 weeks prior to opening. Allow time for training with systems, etc.

	 FORMCHECKBOX 

	30 Days
	Order all required additional equipment from local supplier. Plan on 10-14 days for delivery. Review Concrete Chiropractor ® equipment checklist.


	Concrete Chiropractor ®™ Franchise Planner: Month 3:

(1 month Prior to Scheduled Open)

	Days ‘til open
	 Task(s) to be completed

	 FORMCHECKBOX 

	28 Days
	Set-Up approved accounts with any remaining vendors. Purchase office supplies. All purchases should cover at least 3 months of expected operations. 

	 FORMCHECKBOX 

	25 Days
	Bring in newly hired employees in to start training on equipment and systems. Complete all new hire forms and set up payroll accounts for employees. Begin direct deposit. 

	 FORMCHECKBOX 

	25 Days
	Set up referral system with other local contractors involved in complementary services. Research and select temporary agency for emergency or immediate staffing requirements. 

	 FORMCHECKBOX 

	22 Days
	Submit any final marketing or publicity efforts prior to business launch, including local newspaper press releases and any business associations. Make as many aware of your planned opening as possible. 

	 FORMCHECKBOX 

	20 Days


	Review and set-up pricing materials based on current market conditions. Prepare any “Grand Opening” sales materials. Handle any inquiries that you may start to receive due to advance advertising.

	 FORMCHECKBOX 

	18 Days
	Ensure all new hires are trained and comfortable with systems, equipment, and duties. Review any areas that may pose a concern once business opens. 

	 FORMCHECKBOX 

	15 Days
	Review the franchise’s budget to determine if the business will come in above or below anticipated costs. Assess financial situation and make any adjustments necessary. 

	 FORMCHECKBOX 

	10 Days
	Contact franchisor to review pre-opening readiness of all operational systems and branded materials. Get final signoff. 

	 FORMCHECKBOX 

	5 Days
	Conduct “Soft Opening”. Have staff in position, answer phones, etc. Resolve any last bugs before “Grand Opening”.

	 FORMCHECKBOX 

	0 Days
	Open for business!


Chapter 5: Franchisee Training Requirements

Concrete Chiropractor ® Orientation Training

Concrete Chiropractor ® has specific training requirements which are mandatory before opening for business. The Orientation Training is also a necessity for meeting insurance underwriting requirements and complying with Concrete Chiropractor ® standards. The training will prepare the prospective franchisee for industry work as well as promote efficient business operations. It is the responsibility of the franchisee to complete all Concrete Chiropractor ® training requirements as specified in the Franchise Agreement and Concrete Chiropractor ® operations manual. 

Concrete Chiropractor ® offers our franchisees an Initial Training course presented by Concrete Chiropractor ®, at a local indoor facility near Hillsborough, New Jersey, and onsite at various job locations within approximately an hour of our location. See the Training Program Course Outline, Schedule & Agenda (includes Number of Days). The Orientation Training course will focus on the successful operation of a Concrete Chiropractor ® franchise. 
The table below is the syllabus for a typical Concrete Chiropractor ® Orientation Training:

	Day
	 Subject
	Instruction Manual
	Approx. Class Hours
	OJT* Hours


	Instructor

	1
	Orientation: Meet key personnel; overview of concrete raising industry and company history and future; relationship between franchisor and franchisee; define comprehensive timetable for opening business; required certification, compliance with local, state, and federal regulations; legal issues; overview of support; website tour
	Operations Manual/ Training Manual
	4
	0
	Staff

	1
	Office and administration: Physical requirements; equipment and supplies; vendors account; customer record keeping; accounting; general office procedures; franchise reporting and fees; customer communication etiquette; use of professional services; risk management
	Operations Manual/ Training Manual
	4
	0
	Staff

	2
	Marketing: Marketing basics; understanding the industry market – target clients; national marketing; local marketing; targeted marketing; Concrete Chiropractor ® trademark protection; pitfalls to avoid; local market research
	Operations Manual/ Training Manual
	8
	0
	Staff

	3
	Concrete Raising Training: The Concrete Chiropractor ® Raising Process 
	Operations Manual/ Training Manual
	8
	0
	Staff

	4
	Field Equipment: Approved vendors; start-up package; vehicles, trailers and equipment, signage, setup; personal protective equipment; basic mandatory equipment – use, operation, cleaning, and maintenance; additional equipment; inventory; ordering equipment and field supplies
	Operations Manual/ Training Manual
	8
	0
	Staff

	5 through 11
	Field training: Concrete Raising Process

Perform process on the job under with supervision of trainer


	Operations Manual/ Training Manual
	0
	Up to 8 per day for six training days (includes travel time between job)
	Staff

	12
	Sales Training: Concrete Chiropractor ® sales process; pricing; customer care, Concrete Chiropractor ® call center; monitoring sales success

Final Exam

Completion
	Operations Manual/ Training Manual
	8
	0
	Staff


Successful operation of a Concrete Chiropractor ® franchise requires satisfactorily attending and completing all segments of the Orientation Training course. You will typically attend the initial training approximately 30-60 days from signing the franchise agreement based on our local weather conditions and work season. The training session will begin approximately thirty (30) days or more before the opening of the Business. You are required to attend and complete the Orientation Training course, within six (6) months after signing the Franchise Agreement.

Orientation Training is offered in accordance with the franchise agreement at no additional charge (only two eligible persons from each franchise may participate). However, all travel expenses will be the responsibility of the franchisee. We do not charge you for attending this initial training, except as noted below. Each attendee must successfully pass the technical exam with a minimum score of 75 percent (satisfactory) as a prerequisite to achieving operating manager status with Concrete Chiropractor ®.

Per the franchise agreement, the franchisee must have at least one manager, who has completed the Orientation Training course, operating the Business during the entire term of the agreement. If the owner will be using a manager to run any daily operations, the manager is also required to satisfactorily complete this initial training and certification requirements as well. The fee for additional attendees from your franchised business attending the Orientation Training is $2500, and does not include travel expenses, local accommodations, or wages.

Finally, anyone purchasing a Concrete Chiropractor ® franchise from an existing franchise owner must attend and successfully complete the Concrete Chiropractor ® training program and all training and certification requirements as described herein before any assumption of the franchise agreement can occur.

Subsequent training

All additional training offered by Concrete Chiropractor ® will be billed to the franchisee at the then current rate and will not include travel expenses, local accommodations, or wages. The franchisee will be responsible for all expenses incurred by in connection with any additional franchise sponsored training programs. The standard cost for additional training courses is listed at $2500 per person. Please contact your Concrete Chiropractor ® training contact to schedule participation. 

Concrete Chiropractor ® will continue to provide refresher training programs and make available such other seminars as Concrete Chiropractor ® deems appropriate. Any additional training seminars are subject to change given 30 days’ notice from Concrete Chiropractor ®. The franchisee may make requests for specific training topics in addition to the courses. Concrete Chiropractor ® will make every effort to create or provide additional training on requested topics that are relevant to the business and in demand from other franchisees.

Concrete Chiropractor ® qualified certifications

Concrete Chiropractor ® operates in a technical business that requires a deep understanding of the concrete raising process to successfully meet our quality expectations. To maintain a high level of quality standards in the field, each franchisee must ensure that proper training is completed by each field operations technician. This means that all individuals conducting concrete raising services must meet Concrete Chiropractor ® field certification requirements.

An individual may become certified by successfully passing the technical portion of the franchisee-conducted training program and upon meeting certification time/experience prerequisites. Franchisee’s employees are required to complete the certification prior to working without the supervision of a certified concrete raising technician present. All field employees are required to acquire certification through the Franchise. The cost of training manuals, media and supplies for this certification is included in the initial franchise fee. 

The franchisee is responsible for managing the certification process within their franchise. Concrete Chiropractor ® will audit the training requirements as deemed necessary to ensure all Concrete Chiropractor ® Field technicians are meeting company standards for quality. Franchisee will be required to obtain and maintain certification records.


Additional training & refresher courses

The franchisee, its managers, or other employees, as designated by the franchisor, shall attend and complete to the franchisor's satisfaction such other training programs as the franchisor may require in writing. The franchisee must stay current with any changes or developments relating to the system and the program. To that end, Concrete Chiropractor ® shall also provide refresher training programs and make available such other training programs as each is developed for franchisee and to the franchisee, or its managers or other employees, as Concrete Chiropractor ® deems appropriate. Franchisor may offer seminars, workshops, conventions, or meetings. The franchisor may conduct additional seminars or other training programs for the benefit of the franchisee, and franchisee (and/or franchisee's employees) may attend any such seminar or program. Franchisor may charge a reasonable fee for such seminar or program if it is deemed appropriate. All traveling, living and other expenses incurred by anyone attending training shall be paid by franchisee. Franchisee shall complete and/or shall cause its employees to complete, to franchisor's satisfaction, such other additional training as franchisor may reasonably require from time to time.

Additional training and certification fees and expenses are subject to change with industry changes in the technical business and certifications requirements. We shall provide other training programs as each is developed and as we deem appropriate. Training will be conducted and offered on an as deemed necessary basis. You are required at your expense, to attend any training deemed necessary. All training provided by the franchisor shall be subject to the terms set forth in the Franchise Agreement and shall be at such times and places as may be designated by the franchisor on our website or operations manual, or otherwise in writing. Franchisee or its employees shall be responsible for all expenses incurred by franchisee or its employees in connection with any training programs, including, without limitation, training fees (if applicable), the cost of for travel and living expenses and employee compensation during periods of such training. In addition to such travel and living expenses, the franchisee or its employees may incur a nominal charge for training materials and meals at certain training sessions. 

Concrete Chiropractor ® may also offer training resources, at a cost to franchisee to be determined by Concrete Chiropractor ®, to assist franchisee in training hourly employees at their business location. 

Franchisee may make reasonable request for training in addition to that specified above, and franchisor shall provide such training, at franchisee's expense, including without limitation, any travel, lodging, meals, and other related costs.

Concrete Chiropractor ® may, at any time, discontinue management training and decline to certify franchisee and/or franchisee's designated individual(s) who fail to demonstrate an understanding of the management training acceptable to Concrete Chiropractor ®. If franchisee or franchisee's designated individual's management training is discontinued by Concrete Chiropractor ®, franchisee shall have thirty (30) days to present an alternative acceptable candidate for management training to franchisor. If franchisee's new candidate does not adequately complete the management training, then Concrete Chiropractor ® has the option of terminating this Agreement. 

Chapter 6: Staffing Your Concrete Chiropractor ® Franchise

Overview:

· Helping your franchisees identify, hire, and maintain an efficient and professional staff is critical to their success. In the following chapter outline your specific requirements and suggestions for staffing each franchise location. 

Goals for the chapter:

· Communicate the staffing requirements and program.

· Communicate any future staffing requirements.

· Ensure that the obligations match the FDD and FA. 

Items to gather before starting:

· Brainstorm with your key employees to identify the critical positions within your model business. 

Questions to consider:

· What are the minimum requirements you want to set? 

· How do you see the staffing requirements changing for franchisees as their business grows?

· What roles can overlap?

· What are the most critical positions within a new franchise location?

· When should a franchise hire each new position?

A word on legal compliance

Because each state has special employee regulations, you will need to contact your local government agencies for a complete list of requirements for your franchise. As the owner/operator, you will be responsible for hiring, training, promoting, and dismissing employees. To ensure that all aspects of this process are covered correctly and legally, pay careful attention to the details regarding state and federal employment laws. 

The first step is to prepare for the actual hiring process. This allows your franchise to legally hire employees who are authorized to work in the United States. There are several processes you must complete before you hire the first employee. 

Key steps to complete before hiring 

1) File for a Federal Employer Identification Number (Federal Form # SS-4). This sets up the federal income tax process for withholding. You will also be required to set up a payroll deduction account. More information about this process is available at www.irs.gov. 

2) Determine what federal forms you will need (includes the W-4, I-9). You will need to establish any similar forms on the state level. 

3) Download and print the standard franchise hiring forms. These will include the employment application, a consent form for a background check, and a form for drug testing (if applicable). 

Key steps to begin your hiring process:

1) Determine initial staffing needs. Refer to your business plan forecast for accurate planning. Determine the minimum you will need to run the office, perform the services. 

2) Find key staff members first. This includes any management or field service roles. It is also a good idea to have someone who can float across different parts of the business to assist in areas where you may be shorthanded.

3) A few well-placed advertisements will bring applications to you. Start interviewing these applicants immediately.

Determining wages or salaries is key to hiring and retaining valuable employees. As manager of a franchise, you will quickly find that keeping turnover low and maintaining a high level of employee morale is vital to your success. You will need to take a close survey of what other employers are paying individuals with similar skill sets or education levels. Establish competitive salary guidelines before advertising any position and relate those figures to what you have allocated for your payroll budget.

Staffing your Concrete Chiropractor ® franchise

To maintain the high quality associated with Concrete Chiropractor ® services and products, the following staffing standards are mandated. 

There are two full time positions within each Concrete Chiropractor ® franchise that are required once the doors are open for business. The first is the General Business Manager and the second is the Certified Service Technician. In the case of an owner/operator franchise, it is common for the owner to become proficient in office management and daily servicing of the jobs. The need for additional employees will ultimately be a direct function of the demand for your services. 

We also strongly recommend that all new franchise location owners closely strike a balance between office management, taking calls, scheduling appointments, and managing the books, etc., while also monitoring the service technicians and daily operation to maintain quality control. Balance your workload until an efficient system has first been established. Once you feel you can efficiently operate at that level, begin to grow the Franchise and customer base.

Your staff will ultimately consist of Office Management representatives handling customer service, scheduling and or estimating, and Service workers handling job completion. Please refer to the information below for skill sets, profiles, and job descriptions for each position.

The combination or formula below serves as a guideline only. Upon opening your Concrete Chiropractor ® franchise for business, you are responsible for managing payroll efficiently to meet your financial goals. Here is how a newly created Concrete Chiropractor ® franchise is staffed:
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In the initial phase of business, the owner may also be an active operator, and may even engage in activities that the Certified Service Technician or Office Manager handles. The Office Manager is responsible for all customer transaction activities, from scheduling jobs to processing payments, while the Field Technicians are performing the services of the company each day in the field. 

With enough work for 2 full time service technicians, the customer service role (scheduling jobs and answering phones) is a full-time job.

Position descriptions with profiles 

General Manager/Owner job description 

· Scheduling of entire staff, including technicians, office manager, sales staff (if applicable), and manager (if applicable), plus key employees. The General Manager must oversee and make proper changes.

· Must be able to perform any of the functions of the franchise

· Must do all the paperwork, including the End of the Month paperwork. Also train assistants how to correctly complete the daily paperwork.

· Oversee the inventory going in and out of supplies and equipment

· Promotions/Advertising – Must do daily tracking of all promotional activity. This responsibility may be delegated to or shared with an Assistant Manager.

· Tracking of the following: sales, customers, waste, overtime, costs of products, repairs, and maintenance, among other things.

· Employment problem solver, including hiring good people and firing bad ones

Concrete Chiropractor ® Manager character sets

Planning and visioning

· Forward planning: This trait enables the staff and franchise to cope with frequent change.

· Being “on top of the details” and meticulous: This trait provides comfort for both franchise owners (who want to be assured the service is in safe hands) and front-line staff (who want to know that their manager understands the implications of change and can provide advice and support).
· Able to organize the job set effectively rather than being obsessed by formal structures.
Organizing and connecting

· Effective in securing adequate resources for doing the day-to-day work – evidenced in business planning, IT, and staff training. Also good at getting additional resources to field support.

Staffing and supporting

· Good at promoting team working and in communicating: these traits are often manifested in the personal style of the manager being “approachable” and “listening”.

· Securing the right level of staff resources; protecting and developing those resources.

Controlling and challenging/celebrating

· Concrete Chiropractor ® managers are comfortable, even relish, working in a performance- and target-driven environment: they tend to view performance indicators as relevant and meaningful to the service they are expected to deliver.
Leadership characteristics 

· While not visionary, Concrete Chiropractor ® managers are able to see the “big picture” with their feet firmly on the ground and focused on operational realities.

· They are champions of constructive change and enthusiastic about performance improvement.

· They foster good relations with franchise owners – often as a means of ensuring their service gets the resources it needs.

· They support their teams energetically – especially through training and planning to prepare for change.

Chapter 7: Office Policies

Image décor & theme

As a service-based business your customers will have more interaction with the vehicles, technicians, etc. than your actual office. Thus, it is especially important that vehicles be clean and well kept. If you maintain an office open to the public, occasionally you may have visitors to your office. Whether a client dropping off payment or a prospective employee visiting the office, it is important to maintain a professional appearance.

The office should be clean and free of clutter. Upon opening your business, set up a cleaning schedule, including vacuuming, dusting, removing garbage and recycling, cleaning bathrooms, sweeping the exterior, cleaning windows and removing clutter. Only Concrete Chiropractor ® business related items should be stored at your office. 

Your address should be clearly labeled and visible from the street. Posting a Concrete Chiropractor ® logo on your door will also help clients locate your office. 

Setting up your office

Your office space should be at least 300 sq. ft. not including the storage requirements. 

It is your responsibility to bear all costs, liability, and expense for locating, obtaining, and developing a site for the business. Additionally, you are responsible for obtaining the necessary licenses and permits required to operate your business.

While there are many different layouts available for setting up your office, the following minimum requirements will help your franchise run smoothly.

· Two workstations: This will allow one station for administrative duties and one station for field/technician duties. Each workstation should include a separate desk and computer system.

· Printer station: A dedicated workstation within this space

Quality Standards of Service

Concrete Chiropractor ® customers should have no doubt they are getting value for the concrete raising service that we provide. Concrete Chiropractor ® recognizes that the quality of our service is what separates us from the competition. 

Concrete Chiropractor ®’s “Quality Standards of Service” is a key element in our service strategy. A franchisee must constantly aim to improve the quality-of-service delivery by implementing quality control measures, employee training, and ultimately focusing on complete customer satisfaction.

Service standards - a shortened form of the phrase "quality standards of service" - are more than service delivery targets such as timeliness and hours of operation. Customers are entitled to know what they should expect from Concrete Chiropractor ®, how services will be delivered, what the service will cost, along with a customer follow up to ensure the services received by the client have been acceptable. These standards should include:

· A description of the service provided and, where applicable, the benefits clients are entitled to receive (clearly defined in proposals and contracts).

· Customer follow ups up to ensure customer satisfaction. Resolve any or all issues. Once full customer satisfaction has been met, sent customer an e-mail with a review survey or links to Google, Facebook, etc. to leave an online review. Monitor these reviews and respond to each review in a positive manner. Stay factually and do not leave retaliatory responses. Instead, show that you value your strong Concrete Chiropractor ® reputation and seek to resolve any issue in good faith.

1) Each customer is our most important customer

· We understand the needs of each customer and tailor our services to meet their individual needs. We greet them with a smile. We ensure complete satisfaction and often go above and beyond the call of duty.

2) We make it easy for the customer

· We help customers take pride, comfort and satisfaction in their homes and business properties. Thanks to the services we provide, customers know they have that much less to worry about. When they call on us, the job gets done – just the way they expect or beyond their expectations.
3) We stand behind our work

We are experts at what we do. We have the tools and the training to deliver on the promises we make. We start each job with the desire to do it right the first time. If we fall short, we work equally hard to make it right. We always look for ways to improve our performance.

· Specific delivery targets for key aspects of service; services must be carried out on time and on budget

· Complaint and redress mechanisms clients can use when they feel standards have not been met (customer satisfaction surveys and callbacks)

Benefits of service standards

Service standards provide a practical way to manage performance and help shape the expectations customers have of Concrete Chiropractor ® services. Experience suggests that services can be improved and delivered at reduced cost by:

· Refocusing services on clients.

· Finding out what clients consider to be critical aspects of Concrete Chiropractor ® services and service delivery.

· Giving managers and employees the flexibility to respond to client needs.

· Developing proper incentives to promote innovation.

Planning and organizational considerations

Developing and implementing service standards helps ensure customer satisfaction. Franchise owners and managers must be prepared to direct and support their employees. 

While franchise owner and managers are expected to assume responsibility for implementation, all parts of the franchise should be involved in carrying out our service standards, and in finding solutions to problems discovered by applying the standards. Front line employees must be involved in the process.

Knowledge and understanding are the keys to delivery

· Know your business and mission. “Concrete Chiropractor ® is committed to providing outstanding concrete raising services to industrial, commercial and residential customers. It is our goal to exceed our customers’ expectations for quality and service, while paying close attention to each customer’s individual needs.”

· Know your operating costs: what does it cost to deliver your services? 

· Consult your clients, staff.

· What are the most important features of the service you provide? 

· What is your clients' satisfaction level with this service? Collect baseline information on current services. 

· What changes do your clients need or want? 

· What are your clients' expectations? 

· What are your responsibilities? 

· Empower and train service providers.

· Train and equip staff to help clients, and let staff know what is expected of them.

· Train managers and supervisors in leadership and motivation. 

· Communicate service standards and report on performance

Monitoring

Monitoring is the process of keeping track of client expectations and operational factors and adjusting service delivery as appropriate. Knowing where clients stand and how they feel about quality services should be a key priority. It allows the modification of policies and programs to improve service quality. Monitoring shows both clients and employees that the department is serious about assessing client satisfaction to measure its performance. Data on client service and satisfaction show employees the results of their efforts and help them focus on the essential purpose of the franchise.

Service and courtesy to clients

Our customers deserve the same level of quality, efficiency, value, and professionalism that we would want for ourselves. We believe our company exists to offer products and services that serve a meaningful need for the customer. If we do not believe each of these criteria is met, we will not offer them.

Communication- The number one complaint we hear from our customers is that many service companies do not return their calls. This is very frustrating for a customer.  Good communication speaks volumes about you and the way you run your business. 

A customer’s perception is that if a business relationship begins with poor initial communication, they will receive poor communication when scheduling their job or calling for warranty. 

The table below outlines our customer service standards:

	Excellence
	We will guarantee a quality product or service that meets or exceeds customer expectations. 

We will measure our performance against the "best in the business." 

	Timeliness
	We will provide our customers with realistic project completion times based on the job. 

(General information) We will answer customer inquiries promptly, usually within 24 hours of receipt. 

(Proposals) We will meet all dates and provide service as documented within the timelines we have contracted with you. 

	Responsiveness
	We will respond promptly to all customer requests in accord with our resources and capabilities. 

We will acknowledge receipt of an e-mail, fax, or telephone call within 24 hours. 

We will cover the telephones at all customer-contact points during normal business hours, from 8:00 a.m. to 5:00 p.m. (EST), Monday through Friday. 

We will investigate and act to resolve customer complaints within two working days of their receipt. 

	Accessibility
	We will conduct customer satisfaction surveys to assess their needs and contentment. 

We will use the results of these customer surveys to improve our services. 

	Commitment
	We will be courteous, respectful, responsible, and professional always. 

We will take responsibility for providing answers to customer requests to the best of our knowledge and skills. 

If we need to refer our customer requests, we will make sure the person we are referring can provide an answer.


Handling typical complaints and problems

Customer complaints

Complaints should be handled with professionalism and control. Technicians are the first line of defense when dealing with a customer. Clearly communicating expectations and updating clients on progress will go a long way towards avoiding complaints. If a mistake is made, quickly address the issue.

When dealing with an upset customer remember the following items:

· First try to fully understand the customer’s complaint and see it from their perspective.

· If a mistake has been made, apologize immediately.

· Communicate how you plan to rectify the situation: reschedule, adjust the bill, send a technician to correct the customer complaint.

· If the complaint comes from a miscommunication from both parties, explain the situation and apologize for your part. 

· There will be times when a client is simply being unreasonable in their request. Once you have made every reasonable attempt to satisfy a customer, at this time you must decide if it is worth it to stand your ground. Negative word of mouth can spread fast, but you also must be able to recognize customers who are trying to take advantage of a situation. By maintaining positive customer reviews, it will allow potential customers to focus on your overall positive reviews and reputation, versus that of the unreasonable customer.

Employee appearance (trade dress) and hygiene

Dress, grooming, and personal cleanliness standards affect the business image Concrete Chiropractor ® presents to customers and visitors.

During business hours or when representing Concrete Chiropractor ®, you are expected to present a clean, neat, and tasteful appearance. You should dress and groom yourself according to the requirements of your position and accepted social standards. This is particularly true when your job involves dealing with customers or visitors in person.

Office personnel

· Clean, neat, casual dress

Concrete Service Technicians 

· Clean, wrinkle-free Concrete Chiropractor ® shirt

· Clean, wrinkle-free jeans

· Closed-toe work shoes. NO sandals.

Please Note: When returning from a job that has soiled clothing, it is necessary to change into clean clothes and wash your hands, prior to entering locations where you may leave soil from shoes, clothing, or dirty hands. 

All employees should adhere to the following standards:

· Hair must be arranged. Long hair needs to be secured around machinery and equipment. 

· No excessive jewelry or body piercings which cane become dangerous around machinery and equipment.

· Always look your best and provide a neat, professional image!

Hours of operation

Business office phone line must be accepting and returning calls during normal business hours for its geographical region, for five (5) days per week, fifty-two (52) weeks per year, with minimum hours of 8:00 AM to 5:00 PM, except national holidays, unless otherwise authorized in writing by franchisor (subject to local ordinances or lease restrictions, if any). Such minimum hours and days of operation may change as Concrete Chiropractor ® may from time to time specify in the manual.  

Service hours can vary greatly based on weather and work seasons in Franchisee’s geographical region. Standard hours of operation can range between 7:00 AM to sunset, typically Monday through Saturday, with Sunday being an option under special circumstances. Obey all local work and noise ordinances and hours. 

Visitors in the workplace

To provide for the safety and security of employees and the facilities at Concrete Chiropractor ®, only authorized visitors are allowed in the workplace. Restricting unauthorized visitors helps maintain safety standards, protects against theft, ensures security of equipment, protects confidential information, safeguards employee welfare, and avoids potential distractions and disturbances. Extra caution must be taken when visitors or customers are in the equipment/material storage area of the business, or onsite, within close range of trucks, pumps, equipment, or the concrete raising process, where injury can occur from materials or equipment. 

If an unauthorized individual is observed on Concrete Chiropractor ®’s premise or worksite, employees should immediately notify their immediate supervisor or manager.  If necessary, direct the individual to a secure area until a manager or supervisor can personally address the individual.

Computer usage

Computers, computer files, the email system, and software furnished to employees are Concrete Chiropractor ® property intended for business use. Employees should not use a password, access a file, or retrieve any stored communication without authorization. To ensure compliance with this policy, computer and email usage may be monitored.

Concrete Chiropractor ® strives to maintain a workplace free of harassment and sensitive to the diversity of its employees. Therefore, Concrete Chiropractor ® prohibits the use of computers and the email system in ways that are disruptive, offensive to others, or harmful to morale.

For example, the display or transmission of sexually explicit images, messages, and cartoons is not allowed. Other such misuse includes, but is not limited to, ethnic slurs, racial comments, off-color jokes, or anything that may be construed as harassment or showing disrespect for others.

Email may not be used to solicit others for commercial ventures, religious or political causes, outside organizations, or other non-business matters.

Chapter 8: Office Operation and Maintenance

Opening procedures

Office Manager

The office manager should arrive at the office 30 minutes prior to the general operating hours. This will provide the necessary time to prepare for the day before the technicians arrive. 

1) Check messages on voicemail and e-mail messages. Distribute appropriate messages to employees 

2) Ensure that sufficient technicians are on hand to perform the necessary jobs

3) Prepare daily worksheet. 

4) Brief technicians and employees regarding any special instructions for the day

5) Ask technicians if there are any operating concerns that come to mind regarding equipment, etc., that need to be noted and addressed. Briefly cover any issues needing immediate attention

6) Explain assignments and vehicle usage to employees. This should be a short meeting to ensure everyone is on the same page for the day. Review daily worksheet and jobs to be completed for the day. Review job photos or special requirements with technicians

7) Verbally confirm each technician knows his or her assignment for the day

8) Truck and equipment check for safety, maintenance, and cleanliness. Office manager and employees should perform a quick check of their work email account. If messages are time-sensitive, technicians should respond quickly to the inquiry. 

Closing procedures

Field Manager/Lead Technician

The Field Manager or Lead Technician is responsible for ensuring that vehicles and other equipment are clean, secure, and ready for the next day’s use. 

Under the supervision of the Filed Manager, each technician is responsible for performing the following tasks, when applicable, at the end of each workday.

· Clean out and wipe down work vehicles and work boxes. Clean and arrange work boxes, tools, and equipment. Confirm equipment is being left is a clean and maintained state. Do a “walk around” vehicle and equipment safety inspection. 

· Clean and correct any equipment issues.  Perform general large and small equipment maintenance such as:  Check fuels and oils, clean air filters, check for loose bolts, items, etc.

· Clean work area or workshop in clean condition. Note any supplies or items needing attention on work sheet. Empty garbage and leave in broom clean condition.

· Note and complete the daily worksheet and turn into management. Notify and bring to the Office Manager’s attention any operating concerns that come to mind regarding equipment, materials, safety, etc., that need to be addressed.  Field Manager signs the completed worksheet.

· Turn payments, and receipts into office manager 

· Briefly cover any issues with management.  Emphasize those issues needing immediate attention

· Ask office manager if the following days’ worksheet is available. If available, prep the work vehicle, equipment, and material for the following workday

· Lock vehicles and equipment boxes, etc.  Make sure all equipment is secured against theft.

Office Manager

· Review daily worksheet with technicians and go over work vehicles and equipment.  Do a material check and reorder if necessary.  Take notes of anything that needs your attention to keep your Franchise operation running smoothly to avoid a loss of time and efficiency.

· Confirm all equipment is being left in clean, secure, maintained condition and ready to provide service. 

· Schedule. The schedule if in place for the following day can be reviewed in a brief meeting at the end of each day. This is often dependent upon customer communication when scheduling throughout the day.

· Note: Due to scheduling around weather and job completion, which is always subject to change, we have established a policy of providing a range of completion dates in our contracts and notifying the customer the day before we can arrive to complete the work.  

· Ensure sufficient technicians and workers are available for the following day. This is especially important for employees who do not work each day.

· Complete customer satisfaction follow-up calls. Address any issues

· Return all customer calls and e-mails to put closure to the day and update customer call sheet and notes. 

· Review calendar program for appointments and update as necessary with reminders and notes

Miscellaneous franchise duties and responsibilities

The following are various job duties that occur throughout the business cycle and must be assigned within the company. This list is not comprehensive, and your business will likely have a different set of responsibilities that are necessary for success. As your company grows the tasks will likely be delegated to other people within the company.

· Long term planning and direction

· Strategic marketing, Google Ads social media, B2B and outsides sales development)

· Business accounting and finance

· Human resources 

· Purchasing

· Franchise agreement compliance 

· Communications and technology

· Legal affairs & business record keeping 

· Equipment

· Managing the sales process, including administration, pricing, and competition

· Press and media relations

· Banking

· Safety development and procedures

Office administration major activities listing

	Activity
	Details
	Assigned
	Frequency/ Time Frame

	Conduct annual strategic & budget plan
	Long-range planning for upcoming year
	Owner/GM
	Yearly; Nov/Dec. for following year

	Yearly business review
	Results from previous years business; report to company HQ
	Owner/GM
	Yearly; Jan. meeting with franchise consultant

	File taxes 
	Complete federal and state tax returns
	Owner/GM
	Yearly; Jan for previous year

	File records; Purge old records
	Keep all required Franchise and tax records 
	Owner/GM
	Yearly; Jan for previous year

	Perform annual equipment review
	Yearly maintenance and conditions report on all equipment; complete repairs
	Staff/Outside repair services
	Yearly; complete in winter months

	Review insurance levels for business
	Complete yearly risk assessment for health and liability coverage
	Owner/GM
	Yearly

	Analyze marketing plan & results
	Complete analysis of programs and results for direct business marketing
	Owner/GM
	Quarterly; adjust plan as needed

	Staff performance reviews
	Evaluate staff on job performance
	Owner/GM
	Quarterly reviews; annual salary adjustments

	Local home builders’ show
	Plan for participation in builders’ tradeshows 
	Owner/GM
	Local/regional events as needed

	Review license requirements
	Renew annual license requirements as needed
	Office Manager
	Annually as needed

	Review real estate needs 
	Review changes to lease agreements
	Owner/GM
	Annually as needed

	Update computer software
	Review Concrete Chiropractor ® software and office software for updates
	Office Manager
	Check for updates monthly


Administrative management checklist

	Activity
	Details
	Assigned
	Frequency/ Time Frame

	Run payroll for all employees
	Direct deposit payroll needs to be submitted to the bank in sufficient time to cover payroll
	Office Manager
	As necessary

	Pay bills 
	Submit remittance every 2nd Friday
	Office Manager
	Every 2 weeks

	Run daily, weekly, monthly reports
	Run and submit financial reports to owner 
	Office Manager
	As prescribed

	Calculate and submit franchise payments
	Royalty and franchise fees to be paid as specified in Franchise agreement
	Office Manager
	As specified in Franchise agreement

	Run delinquent accounts report
	Monitor A/R for delinquent customer accounts
	Office Manager
	Weekly

	Manage supplies inventory
	Monitor inventory levels on all supplies
	Office Manager
	Weekly

	Backup data on all files
	Backup the hard drives for order, financial and sales information
	Office Manager
	Weekly

	Review bank accounts
	Balance bank account balances 
	Office Manager
	Weekly

	Submit requests to HQ
	Process all requests for HQ support including advertising, etc. 
	Office Manager
	As needed

	Manage all utilities & facility issues
	Schedule services; manage facility maintenance, etc.
	Office Manager
	As needed


Material Safety Data Sheets (MSDS): 

Federal law requires that all MSDS must be kept on hand and readily accessible in both the office location and the appropriate vehicles and technicians work location. Ensure all employees know where they are kept and follow all applicable government and industry safety guidelines. 

Alarms, locks, and keys

Keys and passwords to alarms should only be provided to managers or employees who have demonstrated a history or trustworthiness. Periodically change the alarm password, especially after the termination of an employee contract.

Inventory levels

Each franchise will have different needs according to the size and scope of the work they perform. The system will provide the framework for tracking inventory levels and reorder points. This includes items such as concrete raising materials, PPE, workshop and material yard items, and office supplies. 

Daily procedures

Restrooms

If you maintain an office location open for public access, while rarely be used by customers, restrooms will periodically be used by prospective employees, attorneys, CPAs etc. Thus, it is important to maintain clean, well-stocked restrooms. Develop a weekly cleaning schedule and ensure that it is followed.

Safety

As the franchisee, your first responsibility is to support a safe environment for employees and customers alike. Although most safety issues that apply to a concrete raising business will take place with employees in the field, if you maintain an office facility with public access, there are office safety considerations as well. These topics include installing necessary emergency equipment such as smoke detectors or fire alarms, and the proper methods of storing dangerous chemicals. It is required that all MSDS sheets be kept updated and on file in the office where they can be easily reached. 

A first aid kit should be kept in the office, work yard or shop, and each work vehicle.  These should place in locations that are quickly accessible by all.  It would be a wise choice consult with emergency professionals, put emergency procedures in place, and practice these procedures in advance of a potential emergency. 

Chapter 9: Office Equipment, Computer System, Inventory, and Supplies

Your Concrete Chiropractor ® franchise will depend upon efficient and up-to-date systems, equipment, inventory, and supplies. During the initial stages it is important to allow sufficient time to properly learn each system and adapt it to fit your needs. 

Office equipment

The following table outlines the minimum hardware and software requirements for operating a Concrete Chiropractor ® franchise.

	Brand and type of hardware and software
	Principal functions
	How used in franchisee’s business
	Types of information or data collected

	LaserJet: Printer/fax/scanner/copier
	Reports and letters
	Printing contracts, reports, letters, etc.
	Reports, letters, etc.

	PC-compatible computer with a sufficient processor, hard drive, and RAM to run all office programs 
	Report processing and database application
	Run all software discussed in this project
	Names and addresses, transaction data, letters, contracts

	PC-compatible laptop computer. with a sufficient processor, hard drive, and RAM to run all office programs RAM

(purchase as a need arises)
	Report processing and database application, report writing, communication
	Report writing, communication, software
	Hardware

	Microsoft Windows operating system (current version)
	Operating system
	Run all PC-based software discussed in this document
	None

	Microsoft Office Professional (current version)
	Word processing, spreadsheet, PowerPoint presentations, etc. 
	Correspondence, financial records, reports, etc.
	Letters, financial and other data

	Microsoft Outlook
	Email, Calendar, Contacts
	Access email, organize client and contact lists
	Email, files, etc.

	High-speed DSL or cable internet required. Internet Service Provider (ISP)
	Allows access to the internet
	Required to access e-mail, and Concrete Chiropractor ® and franchisee websites
	E-mail, file transfers, general news, library, technical support, software upgrades

	Google Chrome
	Internet browser
	Required to view Concrete Chiropractor ® site and email box
	

	Adobe Acrobat current version
	Viewing, printing, and converting to PDF format
	Viewing and printing Concrete Chiropractor ® and government documents
	

	QuickBooks Pro current version
	Accounting software
	Invoice jobs, pay vendors, run payroll, job costing, financial statements
	Control financial activity of business

	Norton Antivirus current version
	Computer protection
	Identify & purge virus, block intrusions
	

	Phone lines: Minimum of 1 dedicated business phone line and 1 dedicated bus. Fax line
	Communication
	Communicating with clients, franchisor, etc.
	

	PandaDoc subscription
	Proposals and Contracts 
	Preparing customer proposals
	


Office management software

QuickBooks

All accounting and bookkeeping activities will be handled through QuickBooks software. Because QuickBooks plays such an instrumental role in the operation of your business, it is imperative that you fully understand and implement the software. Your office manager should have previous experience with QuickBooks. 

Approved vendors

The successful operation of your franchise will require periodic purchases of inventory and supplies. Concrete raising and repair material and equipment vendors require prior written approval of Franchisor.  

Small line supplies such as standard office and shop supplies can be purchased at a local supplier of choice. 

Equipment “Starter Package”

You will need to order your new Concrete Chiropractor ® franchise starter package. The initial print material package is included in your Franchise fee. You will be provided with the digital files future use as a Franchise, needed to carry out your concrete raising service. 

Concrete Chiropractor ® franchise new open package checklist form
	
	Category/Item
	Description
	Count
	Cost


	 FORMCHECKBOX 

	Artwork Template: Large Postcard Mailer
	Digital files for direct mail piece
	1
	$0

	 FORMCHECKBOX 

	Artwork Template: Flyer
	Digital files for flyers
	1
	$0

	 FORMCHECKBOX 

	Artwork Template: Cards
	Digital files for business cards
	1
	$0

	 FORMCHECKBOX 

	Artwork Template: Letterhead
	Digital letterhead
	1
	$0


**Please note that additional items as requested will be quoted and invoiced separately from your monthly franchisee fee/royalty charges.
 Additional equipment tools and supplies 

Partial equipment listing for the Concrete Chiropractor ® franchise owner

Depending on the equipment package selected, the top three equipment set ups will vary
· Truck mounted rack system with mixer and pump

· Trailer Package with mixer and pump 

· Automatic fed, V body mixing truck package with pump

· Water tank, pump, and hose reel 

· Electrical reel 

· Demolition saw 

· 2” rotary hammer drill

· Various long handle tools

· Various handheld cement related and mechanical tools

Chapter 10: Administration

Overview:

· In this chapter you will outline the guidelines for office administration. Items such as accounting, payroll and taxes are included in this chapter. 

Goals for the chapter:

· Describe systems and expectations for office administration procedures. These include record keeping, financial statements, payroll, taxes, insurance, accounting, and accounts receivable.

· Ensure that the obligations match the FDD and FA. 

Items to gather before starting:

· Lists of important administration-related documents. 

· Meet with office manager and discuss required activities and procedures. 

· Meet with CPA to discuss required documents and procedures for franchisees. 

Questions to consider:

· Decide which accounting program you will require franchisees to use. 

· Will you as the franchisor have access to your franchisees’ accounting information?

· What type of terms are you willing to offer customers?

· How do you see the office administration changing as the franchisees grow their business?

· Will the tasks and responsibilities differ based on geographical location or the size of the company?

· Which items are requirements, which are recommendations?

· Does your operation utilize privately labeled or proprietary software?

Record keeping

Concrete Chiropractor ®’s core competency is concrete raising. Good record keeping is if nothing else, responsible business. We implore you to keep good records in operating your Concrete Chiropractor ® franchise. The following information is general in nature, intended to assist you in understanding the nature, importance, and process of good record keeping.

Introduction to record keeping

An appropriate record-keeping system can determine the survival or failure of your new franchise. For those franchisees already in business, good record-keeping systems can increase the chances of staying in business and the opportunity to earn larger profits. Complete records will keep you in touch with your business's operations and obligations and help you see problems before they occur.

The need for good records

Accounting records furnish substantial information about your volume of business, such as how present and prior volumes compare, the amount of cash versus credit sales and the level and status of accounts receivable. In addition, good accounting records help to accomplish the following tasks:

Monitor inventory

Material inventory such as grout material and Portland cement are vital to maintain in stock. Running out of grout materials will stop all pumping operations. Monitor your material usage closely and stay ahead of ordering to avoid inventory shortages or disruption in daily operations. Hole patching material is also necessary to keep in stock. 

Secondary inventory such as sealants, specialty repair cements, and other miscellaneous items typically have a shelf life based on temperature and humidity. If your inventory does not turn over quickly, your franchise may lose profits due to obsolescence, deterioration, or excess investment.

Also keep efficiency in mind when stocking secondary inventory and adjust purchasing to reduce the necessity or you or your technicians needing to frequently disrupt your daily operations to stop and purchase materials.

Control expenses

Accounting records detail the amounts owed to suppliers and other creditors so that you can plan the availability of cash to meet your obligations. Such records also provide information regarding expenditures and allow you to establish controls over them. At all times, you must be aware of your individual expense requirements and how they relate to the overall picture.

Fulfill payroll requirements

Payroll is one of the largest expenses in your franchised business. Adequate payroll records should meet the requirements of the:

· Internal Revenue Service

· State department of revenue

· Local department of revenue

· Workers' compensation laws

· Wage and hour laws

· Social security requirements

· Unemployment insurance requirements

For each of these categories you are required to provide annual reports and summaries. In addition, you must provide employees with the W-2 forms needed to file federal and other income tax returns. 

Determine profit margin

Good accounting records will indicate the franchisee’s level of profit and provide specific information on the profitability within your business. Such analysis is important to avoid areas of loss and inefficiency, and to increase profitability. In most cases, you can avoid losses if you maintain current records and analyze the information from your records on an ongoing basis.

Improve cash flow

Good accounting records provide detailed reports of cash availability, both on hand and in the bank, and of cash shortages or the diversion of cash. Since cash is your most liquid asset, you must carefully account for it.

Use supplier discounts

A cash budget will provide the franchise owner with a projection of the availability of cash that may be used to pay invoices as they become due. Discounts from suppliers for prompt payment can amount to substantial savings. A 2 percent discount is sometimes offered if you pay the bill in full within 10 days; if not, full payment is due within 30 days. In business, this is commonly referred to as "2/10, n/30" where n = the net sum due. It means you pay 2 percent less if you pay within 10 days or pay full price within 30 days. Consider that this discount is cumulative. If you make timely payments for each month of the year you will gain a 24 percent benefit (2 percent for 12 months).

Measure performance

Finally, good business records help you measure your business's performance by comparing your actual results with the figures in your budget and those of other similar businesses.

Requirements of a good system

The following criteria are essential to a good record-keeping system:

· Simplicity

· Accuracy

· Timeliness

· Consistency

· Understandability

· Reliability and completeness

Payroll and taxes

Current Internal Revenue Service (IRS) regulations require that you withhold federal income tax and social security (FICA) from each employee. You must remit the amount for taxes to the IRS on a quarterly, monthly, or more frequent basis. A detailed reporting system for payroll will help you make timely tax payments.

Gather specific information about each employee on individual employee record cards. All employees should fill out federal Form W-4, which indicates their filing status and the number of exemptions they claim. Use this information to compute the federal withholding and social security (FICA) deductions for each payroll check.

Prepare Employees Quarterly Federal Tax Return (Form 941) by totaling each employee's withholding for federal taxes and social security. File Form 941 with the IRS. Each payroll period, total the accumulated withholdings of both federal taxes and social security for all employees. If this total exceeds $500 for any month, you must deposit this amount by the 15th day of the following month in a depository bank (an authorized financial institution or a federal reserve bank). Generally, when the total exceeds $3,000, you must deposit this amount within three business days. Any overpayment in taxes is paid back to you quarterly.

At year's end, you are required to prepare not only the information normally required for that quarter, but also summaries of each employee's total earnings and withholdings for the year (Form W-2). Provide this form to each employee and the IRS.

A word of caution

It is extremely easy to fall behind in making tax payments. If you find yourself short of cash, do not be tempted to delay payment of taxes. The IRS will not bill your business for taxes due nor will it notify you of late payments. Delayed payments can easily add up to a large sum; the debt may impede the growth of your business and may even force you to close your business, to say nothing of the federal penalties incurred for late payments.

With a good record-keeping system, you can simplify the process of filing taxes to the point where the information needed to complete the forms is automatically generated. Setting up such a system is a rather technical task, and you may need to seek guidance.

Insurance

Most franchisees have several types of insurance. For each policy, you should have the following information:

· Clear statement of the type of coverage

· Names of individuals covered

· Effective dates and expiration date

· Annual premium

Review your insurance policies on a regular basis. In addition, annually consult an insurance specialist, who will review the total insurance package to determine what coverage is appropriate and ensure that premiums remain in line with prior quotations.

Business equipment

Keep an accurate list of permanent business equipment used on both a regular and stand-by basis. The list should describe the equipment and provide serial numbers, date of purchase and original cost. Keep the list available for insurance and other purposes and provide a copy to your insurance agent to have important items listed on your policy. You will also need this information to prepare accurate depreciation schedules.

Accounting services

You have several choices in who should maintain your accounting system. You can:

· Maintain the books yourself

· Hire a bookkeeper on a full-time or part-time basis

· Hire the accountant who set up your books

· Set up a hybrid system in which you maintain the day-to-day reports while an accountant does the period-end record preparation, summaries and reconciliations, and the returns for sales tax, excise tax and payroll taxes

In making the choice, you must decide whether you have the ability and time to set up and maintain good records or if you should engage an outside accounting service. It is usually suggested that you hire an accountant to do the final year-end preparations and to advise you. No matter what you choose, you should remain familiar with your books and participate in the record-keeping process. This will maximize the services provided by the accountant and allow you to keep track of your business.

Selecting an accounting service

If you decide to hire an outside service, find an accounting firm that will work closely with your business and provide you with the information necessary to develop a successful operation. Interview several accounting professionals and compare their level of accounting knowledge, computer literacy, knowledge of and experience with small business accounting, and any specialized knowledge required in your business.

There are many types of professional you may consider, such as a certified public accountant, an enrolled agent, or an accredited accountant.

· Certified Public Accountant (CPA): A person who has passed the American Institute of CPAs national examination, which tests an individual's ability in accounting, auditing, law, and related areas.

· Enrolled Agent (EA): An individual who has passed a two-day exam prepared by the IRS covering many areas of federal taxation. This person is generally considered a tax specialist.

· Accredited Accountant: An individual who has passed a rigorous examination prepared by the Accreditation Council of Accountancy and Taxation, a national accounting accreditation board affiliated with the National Society of Public Accountants and the College for Financial Planning in Denver, Colorado. Accredited accountants specialize in small business accounting.

Other accountants in public practice perform various levels of accounting and write-up services. When selecting an accountant, the cost of the accountant's fees must be weighed against the benefits received. Frequently, the accountant's professional advice can increase profits to more than cover the expense. Monthly services by an accounting firm will provide you with complete and timely information and will allow the accountant to develop knowledge of your business and be in a more comfortable position to render professional advice as the business grows.

Advice and assistance

In addition to bookkeeping, an accountant can advise you on financial management. He or she can assist with cash flow requirements and budget forecasts, business borrowing, choosing a legal structure for your business, and preparation and advice on tax matters.

Cash flow requirements

An accountant can help you work out the amount of cash needed to operate the business during a certain period for example, a three-month, six-month, or one-year projection. The accountant considers how much cash you will need to carry your accounts receivable, to increase inventory, to cover current invoices, to acquire needed equipment and to retire outstanding debts. Additionally, the accountant can determine how much cash will come from collection of accounts receivable and how much will have to be borrowed or provided from other sources. In determining cash requirements, the accountant may notice and call attention to danger spots, such as accounts that are in arrears or areas of excess expenditure.

Business borrowing

An accountant can assist you in compiling the information necessary to secure a loan: the assets the business will offer for collateral, the present debt obligations, a summary of how the money will be used and repayment schedules. Such data show the lender the financial condition of the business and your ability to repay the loan. Remember, lenders have two very definite requirements: (1) that the business have adequate collateral to secure the loan and (2) that the business will be able to repay the loan. An accountant can advise on whether you need a short or long-term loan. In addition, your accountant may introduce you to a banker who knows and respects his or her financial judgment.

Accounting: What you should know

Daily

· The balance of cash on hand

· The bank balances

· Daily summaries of sales and cash receipts

· Any errors or problems that have occurred in collections

· A record of monies paid out, both by cash and by check

Weekly

· Accounts receivable (particularly those accounts that appear to be slow paying)

· Accounts payable (be aware of the discount period mentioned above)

· Payroll (be aware of the accumulation of hours and the development of the payroll liability)

· Taxes (be aware of any tax items that are due and reports that might be required by government agencies)

Monthly

· If you engage an outside accounting service, provide records of receipts, disbursements, bank accounts and journals to the accounting firm. This will allow the firm to maintain good records and present them to you for review, consideration and support in decision making.

· Make sure that income statements are available monthly, and certainly within 15 days of the close of the month. Review a balance sheet that indicates the balance of business assets and the total current liability.

· Reconcile your bank account each month so that any variations are recognized, and necessary adjustments made.

· Balance the petty cash account monthly. If you allow this account to extend for a longer period, it may create substantial problems.

· Review federal tax requirements and make deposits

· Review and age accounts receivable so that slow and bad accounts are recognized and handled.

Collections and Accounts Receivable management

Monitor Accounts Receivable on a weekly basis. Use QuickBooks software to print out a list of all outstanding accounts. Review each case individually. Your goal is to determine which projects have been completed, which are in progress, etc. The software will track a project from start to finish and this can be used to reference with the AR list. 

Notes On AR:

· Call the client. Politely inform them that the project is finished, and payment is due upon completion. Remind the client that “we accept all major credit cards if they would like to take care of the payment over the phone.” 

· Builders, contractors, and commercial properties typically process payments once or twice a month. Collecting payment at the completion of the project is always beneficial and recommended. 

· Request that homeowners involved the sale of real estate pay at the time of completion. Once the sale has already completed, your risk of nonpayment can increase. 

· Exceptions can also be made for trusted clients with a working relationship. 

Timeline

0-30 days overdue for residential

· Weekly phone call reminders requesting payment for services. Write down notes of conversation in QuickBooks file. 

· Email reminders requesting payment

· During the first 30 days, maintain a polite and friendly tone during your conversations.

0-30 days for commercial

· Verify and determine the project has been completed to satisfaction. If yes, call or email a reminder to request payment.

· Many commercial concrete raising projects pay net 30 days. Up to a 60-day period can be expected to receive payment. Be prepared for this when quoting commercial jobs.  Your QuickBooks software will calculate the AR from the date of creating the invoice, not from the finish date of the project. Before you contact a client, research the finish date.

30-60 days overdue for residential

· Weekly phone call and email reminders

· Consult an attorney and if appropriate, remind the client that a lien on the house is possible if payment is not received. Use judgment and tact when collecting payments. Some clients require an aggressive approach. This includes threatening a lien or turning over the file to a collection’s agency, both of which are very damaging to their credit. Other clients are forgetful or simply procrastinating but have every intention of paying.  We have also experienced situations where clients experienced a medical emergency or death in the family.  Remain courteous and proceed accordingly.

· Send a letter with copy of invoice both certified and regular mail.

30-60 days overdue for commercial

· Weekly phone call and email reminders

· Remind the client that a lien or collection proceedings are possible if payment is not received. Use judgment and tact when collecting payments. Some clients require an aggressive approach. This includes threatening a lien or turning over the file to a collection’s agency, both of which are very damaging to their credit. Other clients are forgetful or simply procrastinating but have every intention of paying. 

· Send a letter with copy of invoice certified and regular mail.

60-90 days overdue for residential/commercial

· Same steps as listed above

· If the amount owed is significant, consider beginning the process of pursuing a lien or turning the file over to collections.  Consider consulting with legal counsel to recover larger amounts.

QuickBooks Pro

QuickBooks Pro must be used for all accounting and bookkeeping procedures. Managers should be familiar with the software. If additional training is necessary, refer to manufacturer or local classes for training on the subject. 

Chapter 11: Reports, Audits & Inspections

Franchisee reports

Tracking your business results allows you to monitor the performance of your plans and then make changes to your strategies to improve business performance and profitability. Concrete Chiropractor ® franchises monitor reports across many key performance measures. These measures are total revenue, total costs, gross profit, operating profit, incoming inquiries, total number of sales, and total number of bids. During the operation of your franchise, you will track these measurements with daily, weekly, and yearly reports. Concrete Chiropractor® may request these daily and weekly reports from time to time in addition to your yearly submitted report.

Concrete Chiropractor ®’s record keeping requires each Franchisee to keep a daily worksheet, a weekly worksheet, and a yearly summary. Concrete Chiropractor ® uses the data in the sheets to calculate many important data points including the growth of Concrete Chiropractor ®
Daily worksheet

Complete the worksheet throughout the day. Worksheets can be filled out electronically. To provide an accurate picture of your business it is critical to track every inquiry. This includes emails, calls to your answering machine, referrals, etc. Counting inquiries is a measure of the effectiveness of the marketing efforts you put forth. Do not include staff/personal calls, vendor/supplier calls or existing clients calling for other reasons. 

Weekly worksheet

Complete the worksheet on Monday for previous week. This worksheet will list the customer names, addresses and job amounts. Upon request, this will be the document that is sent to Concrete Chiropractor ® headquarters. The weekly worksheet is used to determine critical business metrics and will also be used to help Franchisee is evaluate and monitor job pricing and completion efficiency.

Where to send reports 

Upon Franchisors request, or if you are requesting an evaluation, send reports electronically through email to kmwinters@concretechiropractor.com. 

Records and reports

Franchisee shall always maintain true and accurate business records in the manner specified by franchisor. Franchisee shall, upon request or at such other intervals as specified by franchisor, provide franchisor with such report(s), digitally and electronically as specified by franchisor, as franchisor may require, and at such times as franchisor may require, including, but not limited to, reports of gross revenues, reports of business expenses and overhead, customer information, copies of detailed purchase invoices, number and type of transactions, identity of vendors, the amount of marketing expenditures, detailed records of marketing expenditures, copies of inspection reports, and weekly or monthly sales summary. By submitting any reports to franchisor, franchisee is certifying that they are true and correct. Within ninety (90) days following the end of each calendar year, franchisee shall provide franchisor with a copy of franchisee's balance sheet and an income and expense statement for the year. At the time they are filed, franchisee shall provide franchisor with copies of franchisee's federal income tax return(s) and state and local excise tax returns, if applicable, together with all exhibits and schedules thereto and all amendments thereafter. Franchisor is authorized to rely upon such reports and financial documents and to disclose them to governmental authorities as and if properly requested. Franchisor may use data from the reports and financial documents in composite or statistical form for any purpose at franchisor's sole discretion. Franchisor is authorized to obtain or verify the information and reports described herein by electronic means from franchisee's computer(s), at any time, without prior notice, at franchisor's sole election. Franchisee shall retain all business records for at least five (5) years, or such longer period as may be required by applicable law

Failure to report

If franchisee fails, for any reason, to timely deliver to franchisor any required report with all required information, franchisor is authorized, without further notice, to assess Royalties and Marketing Fees within the terms of the Franchise agreement. Franchisee hereby authorizes franchisee’s bank to make such transfers upon franchisor’s request. No action taken under this sub-paragraph shall constitute a cure of any breach by franchisee, an election of remedies by franchisor or act, in any way, to limit franchisee’s liability to pay fees under this Agreement. 

Audits and inspections

Franchisor shall have the right, at any time, to enter the premises (either physically or electronically) for purposes of auditing the accuracy of reports submitted and to otherwise verify compliance with the terms and conditions of this Agreement. Should any audit or inspection reveal that franchisee has not been reporting in according with the terms of this agreement, then franchisee shall also pay, immediately, the cost of the audit or inspection. In all other cases, franchisor shall bear the entire cost of the audit or inspection, including incidental costs. Should franchisee at any time cause an audit to be made of franchisee's licensed business, franchisee shall cause a copy of the report of said audit to be delivered to franchisor without any cost or expense to franchisor.

Contact with others

Franchisor shall have the right, at franchisor's sole discretion and without further notice to franchisee or to any other person or entity, to contact any of franchisee's customers, landlord, accountant, vendors, or other persons within franchisee's Territory or otherwise for the purpose of verifying the accuracy of any information submitted by franchisee, for quality assurance or for any other purpose not inconsistent with this Agreement.

Chapter 12: Vehicle Administration

As a service-based business, your vehicle is one of the primary points of contact with your customer. Arriving to a jobsite in a clean truck sends a strong message of professionalism. There are several different types of vehicles that may be successfully used in operating your franchise, each fulfilling different roles. 
Minimum requirements

For use in franchisee business, franchisee must utilize, acquire, lease, or purchase a vehicle identified with Concrete Chiropractor ® approved branding. Minimum vehicle requirements vary based on one of three equipment set up options. All vehicles are required to be white in color for the application of Concrete Chiropractor ® decals. 

  All vehicle configurations require prior written approval of Franchisor. The vehicles options consist of the following: 

Truck Mounted Rack System Truck- A clean, late model (within 7 years of the current year), dump body style truck with a minimum 15,000 GVW rating in excellent condition. Truck will need mounted work boxes with sufficient space to store long handle tools and other necessary equipment. 

Trailer Tow Vehicle- A clean, late model (within 7 years of the current year), in excellent condition, white, with a trailer towing package and a minimum tow rating of 14,000 GVW for towing a concrete raising trailer to job sites. Applicable licensing, title and taxes must also be paid by the franchisee. The franchisee must pay for the decals.

Automatic Mixing Truck- While there are several options as far as truck size and CDL/Non CDL requirements, a white, diesel, truck cab and chassis rated at a minimum of 25,900 pounds will be a minimum required truck size for this option. A material hopper with work boxes, mixer, water tank and pump carrier will be mounted to the truck. This equipment option is the costliest of the three, therefore, a quality truck that will provide a lengthy service life is extremely important. 

Additional vehicles

Small Truck

If you are purchasing a vehicle solely for estimating purposes and material light material pickup, a small line model such as a Ford Ranger, Chevy Colorado or Toyota Tacoma will work well. Pickup must be less than Five years old and in excellent condition. Due to the possibility of picking up heavy materials or towing a small line trailer, select a model with a 6-cylinder engine. 

The following is a vehicle guidelines sheet that can be distributed to technicians and drivers within your business:

Our trucks are a representation of our company and the following steps are outlined to help keep them in good operating condition. If you notice anything awry, please contact the manager. 
Driving

· If you get a speeding ticket you pay for it

· Drive reasonably; just like personal auto insurance, our rates go way up following an accident on the record. 

Daily

· Check all fluids and do a walk around safety inspection of vehicle tires, lights, and attached equipment. 

· Ensure all doors are locked. Also, the tools and equipment are costly. Please lock all doors and boxes after each time the vehicle is used, not just at the end of the day. 

· Check to make sure no items of value are left in truck or trailer beds.

· Make sure any stand along GPS system and keys are secured

Weekly

· Quick clean of vehicles, including removal of trash from interior

· Clean windows, mirrors, license plate, and lights for good visibility

· Change oil and service any small engines vehicle is equipped with based on hours and use, in accordance with equipment manufacturer’s recommendations 

Monthly

· Wash exterior of vehicles

· Vacuum inside of vehicles

· Depending on usage, check and change fluids and perform manufacturer’s recommended maintenance. 

Personal use

· Borrowing a vehicle for personal use must be approved by the manager.

· Insurance will likely not cover an accident while using a truck for personal use. The trucks are insured for commercial use only. 

Accidents

· Immediately call 911 if there is an injury

· Follow all the steps listed on the insurance card

· Contact the manage

General

· Please notify manager of any maintenance issues or items needing replacement

· Each vehicle should have MSDS sheets and marketing materials, etc.

· (Please communicate with management to maintain these items on the work vehicle)

Leasing

Concrete Chiropractor ® does not provide in-house leasing for vehicles currently. It is your responsibility to arrange financing for your vehicle purchases. 

Chapter 13: Marketing 

Marketing at Concrete Chiropractor ® 

At Concrete Chiropractor ®, an effective marketing program is essential to the prosperity of your business. Concrete raising is an advertising-driven business, and a large-scale initial campaign followed by a selective ongoing and continuous advertising is the key to sustaining business and generating new growth. At Concrete Chiropractor ®, you will benefit from some level of brand equity, and from certain marketing and advertising efforts. However, many franchises will be required to perform marketing and sales activities within local markets of operation. For that purpose, we will use this section of the manual to communicate ways to build an effective marketing and sales plan.

Marketing is a science and an art form. Companies across all industries spend billions of dollars each year to get their message out to potential customers who will buy their product or service. This is a science, as many statistics are gathered about segmenting and targeting potential markets, and the results are very carefully measured in hopes of improving the results for the next campaign. Marketing is an art form in the way some products take off and their appeal spreads like a virus (hence the term viral marketing). This type of word-of-mouth advertising is powerful because people are recommending your service to others they know. Regardless of what form of marketing program you take on, you can be sure to experience a unique set of results that you will need to monitor closely. As every marketplace is unique, what works for one franchisee may not necessarily work for another. 

The goal of the marketing campaign is to make Concrete Chiropractor ® synonymous with premier concrete raising and repair solutions. Therefore, every item that bears the Concrete Chiropractor ® name must use company standard logos and collateral. 

Concrete Chiropractor ® franchisee marketing requirements 

Concrete Chiropractor ® national marketing fees

Concrete Chiropractor ® reserves the right to charge a monthly marketing fee. If initiated, this fee is due at the same time as your Concrete Chiropractor ® weekly royalty fee. This fee is required to be paid in full each week through electronic funds transfer. National or regional marketing fees are set at the beginning of each fiscal year for Concrete Chiropractor ® and are subject to change. Concrete Chiropractor ® will communicate any changes 90 days in advance of implementation. Marketing fees include the national marketing fee $50 per week and are subject to increase in accordance with the terms of the Franchise agreement. 
Exclusive use of Concrete Chiropractor ® brands, logos, and likenesses

Approved marketing materials are supplied by Concrete Chiropractor ® and are subject to revision and change. The franchisee may only use advertising materials that have been provided by Concrete Chiropractor ® for the express purpose of marketing or related activities. Concrete Chiropractor ® will not be responsible for any damages or claims resulting from your unauthorized use of advertising materials, including, but not limited to, the unauthorized use of music, song lyrics, stock photos, images, and testimonials/endorsements. 

Marketing and compliance with Concrete Chiropractor ®

Concrete Chiropractor ® franchisees are prohibited from entering into any agreements with any other franchise and/or service organization pertaining to their business, or to use the Concrete Chiropractor ®-owned trademarks, service marks, or logos, without first securing Concrete Chiropractor ® written consent. Consent may be withheld for any reason or cause that is sufficient, including the need to ensure that information about Concrete Chiropractor ® offices is consistent, accurate and appropriately stated. In addition, Concrete Chiropractor ® franchise operators are not permitted to establish or maintain any websites or advertise on any Internet-related sites or activities. 

Special marketing approval request

If you want to modify any Concrete Chiropractor ® marketing materials, or you want to use materials you prepared or had prepared at your request, you must submit a copy of the proposed advertising materials, along with the Advertising Approval Request Form, to Concrete Chiropractor ® at least 2 weeks prior to the first intended use (refer to appendix for advertising approval request form). 

Submit the Advertising Approval Request Form to:

Wintco Licensing LLC. 
Marketing Department 
P.O. 292 
Flagtown, NJ 08821
Fax: 908-369-3115 
kmwinters@concretechiropractor.com
kwinters@concretechiropractor.com 

Note: Such materials cannot be used until you have received written permission from Concrete Chiropractor ®.

Getting started with your marketing plan 

Before we can begin to understand how we would like to advertise and spend money, we must first understand the local marketplace to determine what the current business conditions are in the given geographical area where we will be raising concrete. 

Local market research and answering key questions

The franchisee will be required to assess their local market(s) and conduct research about other concrete raising and replacement companies, including their services, pricing, and reputation. Understanding your potential customers and where they are located is also a priority. It allows you to customize local advertising to include certain zip codes or target a specific type of customer. The goal of all local market research will be to have a simple form that will outline the demand by clients and the services being provided by the competition. This will help you determine the best pricing for services provided by your company. Your market may change so this process should be repeated on a consistent basis.

There are many helpful resources available to assist in researching your local market. Books, websites, seminars, classes, and work groups can help gather information. Questions to ask during the research phase include: 

Key questions to answer about your market: 

· How many competitors exist within the geographic area you will target? 

·  What types of services do they offer? 

· What is their pricing structure? 

· What are the strengths of the competition? 

· What are the weaknesses of the competition? 

· How are your competitors advertising? 

· What methods are they using? 

· What types of customers are in your area? 

· Are there large residential areas or large industrial or office complexes nearby? 

· What specific needs does each customer group have? What are common concerns for your customers? 

The process of creating a marketing plan 

Although a marketing plan can be a complex, multi-faceted set of programs and processes, we will look at a basic plan to fit our business of concrete raising. Most college marketing textbooks start with the basics known as the 4 Ps of marketing: product, price, place, and promotion. In essence, your plan will focus on executing the basics of these four items. Your product is the ability of the Concrete Chiropractor ® franchise to effectively raise concrete. The price you charge for this service is dependent upon the level of service, cost, and value the company provides. But price is also affected by what your competition will charge. Place refers to the area that you want to sell this service: Who will you target? And finally, promotion refers to the activities you will use to get the word out about window washing. While this is a very traditional look at what a marketing plan consists of, this formula has been proven successful time and time again.

While keeping the 4Ps in mind, here are the basic steps: 

1) Collect information: We have already looked at the importance of understanding the market you will be serving.

2) Plan the campaign: Now that you understand your market, and the service you are selling, how can you use your resources to effectively draw customers to my business.

3) Implement the campaign: Execution of the plan is often the most difficult part of any business, and requires discipline, dedication, and a commitment to success. It also requires understanding the daily dynamics of success and failure and adjusting on the fly.

4) Review and assess the results: The proper formula for success will be a combination of trial and error with a careful eye on good business judgment.

Planning a marketing campaign at Concrete Chiropractor ® 

We have already discussed the exercise of market research, so let us now focus on step 2 in the process: planning the campaign. The goal is to understand what forms of media are most effective at getting out message out, given we are targeting customers who want their concrete raised. First, we must raise awareness of appropriate concrete raising practices. Second, we must communicate to the public that we are the premier company to meet these needs. One way of looking at advertising is through various forms of communications. For example:

· The written medium includes the use of news releases, fact sheets, feature articles, newsletters, brochures and handbooks, advertising, white papers, and books. 

· The spoken medium uses face-to-face discussions, speeches, radio newscasts, news conferences, press parties, interviews, meetings, word-of-mouth exchanges and referrals. 

· The visual medium includes television newscasts and appearances, videos, mailers, brochures, charts and graphs, billboards, and other graphics. 

Another way to examine types of advertising is to take a media approach. Marketing and advertising campaigns use media as a method of delivering a compelling message about your product or service. Types of media:

· Print: Probably the oldest form of advertising and still effective. Print can consist of direct mail, a magazine ad, newspaper ad, posters, flyers, vehicle lettering, etc. 

· Radio: Radio is another form of advertising that has been around for many years and is effective at targeting a specific geographic area. 

· Television: Most of us think of national broadcast networks or cable, but TV can be effective for regional advertising, and can give you the ability to segment your audience by channel subject manner. 

· Internet/web-based: This has quickly become the most powerful. Many franchises have elaborate websites to display product information and collect data and feedback from customers. Paid web searching through concepts like search engine optimization (SEO) or pay-per-click is a powerful way to generate leads for your business. 

· Billboards: This format will allow you to target many people over a given period in a geography that is relevant to your business. 

· Electronic media: More businesses today are sending out sample video files, links, and other forms of digital information to advertise business and services.

One of the most important components of a marketing plan is the amount of money the franchise will spend, also known as the marketing budget. When a new business is started, a marketing budget should be allocated from start-up funds and set aside for the launch of the business. Starting a business always seems to cost more than entrepreneurs project, so it is especially important to plan what types of media you would like to use, how they differ in cost, and a measure of effectiveness (ROI). The start-up marketing budget could also include the cost of a “Grand Opening”, which is discussed later in this section.

While it is a good idea to plan for additional marketing dollars at startup, a good rule of thumb is to allow approximately 12-15% of your projected first year annual revenue for marketing. However, new franchises may have different requirements based on your market research.

Target marketing with selected media

Now that we have looked at forms of advertising, we must analyze our prospective customer base, and overlay the various forms of media to determine how we can “target market” with the most effective use of our budget. Throughout the operation of your business, you will notice several distinct groups of customers that typically use Concrete Chiropractor ®. In your local market research, you will likely encounter a slightly different set of customers. Recognizing these different groups will allow you to custom tailor your response to best meet their needs. These groups can be divided into 3 different target markets, and their respective segments:

1) Residential: 

· Single family homeowners 

· Multi-unit or apartment buildings (key contacts would be property managers and real estate companies)

· Condominiums (condo owner associations) 

2) Commercial: 

· Office buildings 

· Industrial building (industrial parks) 

· Shopping centers and other retail businesses 

3) Institutional: 

· Schools, universities, institutions 

· Government or municipal buildings 

· Hospitals and other medical facilities

At this point in the plan, the franchisee must determine the best mix of customer and revenue potential. For example, residential customers such as homeowners may produce a lower revenue per customer. However, payment is typically prompt upon completion.  Property management companies such as homeowner’s associations may occupy much of the company’s resources, walking and evaluating several locations throughout the development. While the job size may increase, the payment terms can be much longer.  In contrast, if Concrete Chiropractor ® raises floors in commercial buildings or warehouses, that could be a substantial base of revenue that would allow the company to make a nice profit margin, keeping the longer payment terms in mind when contracting with larger companies. Keep your cash flow in mind when making any agreements to make sure you can cover operating expenses until you receive payment.

 Larger customers typically equal a greater amount of marginal revenue for the job. This is the concept of scalability - applying a fixed number of resources to a target that has a significant amount of opportunity. 

Many companies focus on serving one market very well. Companies that can serve a market or niche very well typically find more efficiencies over time and become highly effective with a given customer. Obviously, when building a marketing plan, the types of media used will differ depending on your target market. For example, direct mailers to facility managers based researched lists are a great way to lure commercial customers but would not be effective for the residential market. Pay per click internet and social media ads can target residential customers or commercial customers and provide instant results.  This can also be turned on or off based on needs and budget.

The summary for this section is simple: pick your target market, determine what forms of media or what medium is most likely to attract that target, and plan a mix of advertising for those areas. Like most things in business, you must learn from results and adjust your plan over time. 

A closer look at various forms of media 

Advertising can be a powerful medium for both drawing in new customers and building brand recognition in your community. Although there are many forms of advertising, the mediums described below can be effective, especially for Concrete Chiropractor ® franchisees. Here is a closer look at several formats: 

Print Media
Home improvement Guides and other forms

Print media can include Home Improvement guides, magazines, newspapers, restaurant placemats, and many other forms.

When buying your print advertising, remember that the sales representative may not always give you the best advice. He or she is receiving a commission on the space and will often try to sell you extras that may not add value. Many contractors upgrade to full-color ads with photos that are simply stock images provided by the designer. Unless the image showcases a specific competitive advantage, it may be superfluous. Do you really need to see a picture of sprinklers watering a lawn when shopping for an irrigation contractor? The same goes for cute logos and graphics, which often distract from what the customer is looking for.

What should your ad include? First, grab their attention with a bold headline. Your company name is not a headline. Try something that communicates an important benefit that differentiates you from the others. Chris Agee of Sprinkles Irrigation in Atlanta advertises “A Live Person Answers Our Phone” and “We Show Up When We Promise.” You can bet those headlines keep his less-organized competitors squirming. Consider reverse type (white letters against a black background stripe) to make your headline really pop.

Include a website address. Most people are going on-line, and an effective print ad can serve as a portal to your site, where customers can then learn much more about your business and its strengths.

Second, promote your services and experience. Be sure to focus on listing your benefits and what you can do for them, rather than providing a laundry list of options. Avoid bragging as in “we’re the best.” Instead, use phrases that will cause potential customers to read on, such as “Five Star Reviews,” “Free Estimates,” and “Quality service.”

Third, remember your geography. Consider your service area. Property owners want to hire someone who is conveniently located. Define your area of coverage and make sure they know the areas you service. While creating print media ads for your territory, there are certain areas you prefer not to service. It is not sensible to spend your advertising budget on those areas. 

You are spending a lot of valuable dollars on your print advertising. If it conveys a professional and reliable image, then get ready for your phone to start ringing!

You may need to renew you listing(s) more than once a year.

Contact the Concrete Chiropractor ® marketing manager for assistance in setting up your print advertisements. Concrete Chiropractor ® will provide all the graphics and other helpful information needed, so you to design your ad to launch your campaign.

Direct mail

Direct mail has proven to be an effective advertising medium.  Advancements in technology now allow variable data printing, which means companies can target customers much more accurately that in the past. Using digital technology, the effectiveness of direct mail has improved, while the overall cost per piece has declined. It remains one of the most effective ways to advertise for new customers or to existing customers who may be in your database. Direct mail providers are now able to print advertising pieces that match customer data you may have collected during previous sales calls. They can also canvas specific zip codes or integrate mailing lists of a specific customer type, such as residential areas of a certain age with pool decks and other related concrete that may be subject to issues. This flexibility allows the advertiser to become creative in crafting a message to his target market.

Advantages:

· Targeting: Historically, the most important aspect of direct mail was its ability to precisely target previous customers. If a suitable list was available, it also did a good job of targeting prospects. However, with the arrival of email and the use of cookies on websites, organizations could have a dialogue with their customers via the internet far more cheaply and easily. 

· Personalization: Direct mail can address the customer personally and be tailored to their needs based on previous transactions and gathered data. 

· Optimization: Because of its direct accountability, direct mail can be tested to find the best list, the best offer, the best timing, and many other factors. The winning tests can then be rolled out to a wider audience for optimal results. 

· Accumulation: Responses (and non-responses) can be added to the database, allowing future mailings to be better targeted.

Disadvantages:

· Cost: The cost per thousand will be higher than almost any other form of mass promotion (although the wastage rate may be much lower). 

· Waste: Large quantities of paper are thrown away (see below). 

· Alienation: Some recipients resent direct marketing being "forced" upon them, and boycott companies that do so. Moreover, they may obtain Prohibitory Orders against companies whose direct marketing mail they find offensive.

Direct mail advertising is another great medium to start your Grand Opening marketing campaign. This can be a great alternative for new franchisees when they are first opening a location, as it is one method to get your franchise into the public eye in a short amount of time. Take contractual obligations into account as you may only want to use this method in the beginning, adjusting to other forms as time goes on. 

Contact the Concrete Chiropractor ® marketing manager for assistance in setting up Direct Mail Advertisements. Concrete Chiropractor ® will provide all the page copy and graphics needed to launch your campaign.

Internet marketing

Each year more and more Concrete Chiropractor ® leads come from the internet, and more and more of our business transactions occur over the information superhighway. This trend has taken the lead position as an advertising method and is expected to continue exponentially for quite some time. While demographics certainly play a role, you will find most customers prefer to search Google or other search engines instead of leafing through print advertising. A customer’s time has become limited, and this is the fastest way to gather information quickly. Reviews and reputation are extremely important to maintain, as this in a huge determining factor when making their choice of service. Designing their own effective and highly ranked website is difficult and time consuming and for most smaller concrete raising companies and it is beyond their scope of interest and ability. For Concrete Chiropractor ®, the company has already invested significant resources to take advantage of branding. This type of support is expected by the franchisee. After all, that is one of the values in committing to a franchise.

In many businesses or industries, a web-based advertising program is becoming the focus of marketing funds, and one of the primary sources of new leads, accounting for a significant amount of all new business generated. While many lower income references come from the internet, web-related leads have the added benefit of producing high sales ratios because customers tend to be more informed and educated. Your goal is to evaluate the work in need of completion and convince the customer the benefit of choosing your service over the competition.

Internet marketing in terms of website management will be primarily handled by the Concrete Chiropractor ® web development team. Contact the web development team for assistance in revising your dedicated page on our website. 

Search engine optimization (SEO) and pay-per-click (PPC)
We have found the internet is a powerful resource for marketing your Concrete Chiropractor ® franchise. In some regions, up to 70% of all new customers are generated through internet marketing. To help you utilize this resource, Concrete Chiropractor ® will create and dedicate a page of the Concrete Chiropractor ® website for your business. In addition to your Concrete Chiropractor ® website page, it is essential that you establish a pay-per-click advertising program. Google Ads, Microsoft, and Yahoo Search Marketing are some of the most powerful pay-per-click advertising campaigns available today.
Upon signing the franchise agreement, we will begin to create your website on Concrete Chiropractor ®.com. You will be sent a link, via e-mail, to your business page on the Concrete Chiropractor ® website. You will also be provided the information to setup up your own effective pay-per-click accounts. After your account is set up, the ongoing maintenance and upkeep will be your responsibility. This will include setting a monthly budget, tracking results, evaluating the overall effectiveness of the campaign, etc.

Online marketing will become a daily function of operating your Concrete Chiropractor ® franchise. Though you may have periodic campaigns that use specific internet resources, your overall web campaign will be a constant feature of your marketing program. Continuous re-evaluation and adjustment of these pay per click campaigns are important to a successful result, along with managing your advertising budget and efficiency.  

Contact the Concrete Chiropractor ® IT manager for assistance in setting up your page on our website or pay-per-click ad campaigns. Additionally, a wealth of resources is available online with articles pertaining to search engine optimization, web site design, etc.
Signage

Given the nature of service-based businesses, building signage has a relatively minimal marketing impact.

Your business does not need to be in a highly visible or desirable area. Placing your business in an area that has a lot of pedestrian traffic will likely incur your business unnecessary costs. Your business will more likely be in an industrial area, rural area, or at a home/business location that meet zoning requirements. However, at a minimum you will need to post information on a door or mailbox indicating the company name so that deliveries and client’s checks can make it to your place of business.

Vehicle signage 

The logos and signage on your equipment and vehicles can be an extremely effective marketing tool. We consider this the lowest cost per call form of advertising there is. Your vehicle is a rolling billboard of sorts, without any additional financial obligation other than the initial cost of lettering your vehicle. A clean, professional message, that can be read quickly with the website and contact number are the most important considerations. Your audience is going to have only a few seconds to see your sign and read its message, so keep this in mind. Please see the chapter entitled Vehicle Administration for additional information.
Outdoor advertising

Should your location be in a high traffic area, you will have a need for signage. All signage must contain the Concrete Chiropractor ® registered trademark logo including the ®. Submit all sign proposals to the Concrete Chiropractor ® promotional director in the corporate offices for approval along with copies of regulating ordinances. Banners must be pre-approved by corporate office. They should contain the Concrete Chiropractor ® colors and registered logo.

Check local ordinances regarding banners. Some areas only allow banners with a permit or for a limited length of time, some areas do not allow banners at all, and others do not have any governing rules. In the case where banners are not allowed, creativity is necessary, such as putting up signs or posters inside the windows. The banner rules frequently extend to other types of outdoor attention grabbers such as pennants and lights.

Billboard advertising
Concrete Chiropractor ®’s position on outdoor advertising

Too often, outdoor advertising is passed over or is, at best, an afterthought to other more popular forms of advertising media. That should not be the case; outdoor offers a dramatic and effective presentation that can help concrete raising professionals project a strong image.

Outdoor billboards are seen all day, every day. They cannot be turned off like TV or radio, nor thrown away like print materials. Outdoor advertising will be there continuously, each time a commuter passes by that site in their vehicle. This is an advertising media that can be considered while taking contractual obligations and cost into consideration.

Make a meal of leftovers

Billboard companies typically want customers to sign contracts that commit you to a particular board location for a set length of time, often 6 months or a year. But a more advantageous approach is to seek out their odds and ends around town and sign up to take the “leftovers” that they have not sold.

You can often get these currently unsold boards with a 30-day contract. Many times, there is no one waiting in line to take over the board and put up their ad after your contract expires. When that happens, the billboard company will usually leave your ad up because it is cheaper to do that than to paint over the board until a new customer is found. So, you can often get well over a month’s worth of exposure out of your 30 days paid advertising. However, there has been a recent trend over to digital advertising on billboards which can transition rapidly, making the paper billboard advice outdated. 

Keep the message short

Unless a board is in an area where traffic crawls at a snail’s pace and motorists have time to study everything around them as they sit and wait, your audience is going to have only a few seconds to see your sign and read its message. Therefore, make sure what you want to say is simple and easy to view. Your logo and/or name is most important – you want them to know whose ad it is, right? If you want them to know your location, make sure that is easy to understand. “Concrete Chiropractor ® – Serving the West Side of the Valley” says it all. Short and to the point.

Lettering needs to be clear and easy to read – capitalize first letters and lower case the rest. Provide adequate spacing between letters and words since print tends to run together from a distance. Colors of type and background should contrast for best readability. We have designed much of our advertising based on our colors and contrast, combined with a simple message.

Get the most out of your messages

If you can use multiple boards, consider where they will be placed to determine how best to maximize their message potential. If the boards are on opposite ends of town or opposite sides of the highway, use the same message.

However, if you can get two boards on the same stretch of road, you can let them work together…perhaps using the first as a “teaser” for the second. Let the message you have on the first board leave them wondering about something that is “paid off” with the message on the follow-up board.

If you do enter a long-term contract, consider changing your message several times throughout the year. 

If you can change your messages in a cost-effective manner, you will be able to update your board seasonally. As an example, you can advertise your spring “concrete pool deck raising” as spring approaches and your “sidewalk” pre winterization services in the fall.

TV advertising

TV advertising is generally flexible and expensive. Cost is typically based on time and day of the week exposure, in combination with the length of the agreement and number of advertising slots that are run.  Always keep cost versus return in mind and use caution when running TV advertising.  
Radio advertising 

One of the biggest benefits of radio is the ability to target a particular demographic segment. This is especially important if your industry focuses on a particular segment of the market. For example, if your services are geared towards the elderly, focus your radio campaign on a station that caters toward a senior demographic.
Using the local press as a marketing tool

Press releases or interviews in a news story are a great example of using local press for an effective form of advertising marketing. Because you cannot simply buy your way into a press release, you must first present something unique and newsworthy about your business. Are you offering a new unique service in the area? Are you offering a new product that strikes a chord with a segment of the population? Try to put yourself in the shoes of a journalist…what would you find interesting enough about your business to showcase it in the local news?

Attempting to directly display your services or product are unlikely to get your name on the front page of the Sunday newspaper. Just because you are the best concrete raising company in town hardly makes you newsworthy. But if you set up a program where once a month, in the name of community safety, you offer one free “sidewalk raising” to local seniors, it may not make the front page, but it is certainly newsworthy. The trick is to think creative and be persistent.

Association memberships 

Participating in local business associations such as the Chamber of Commerce or similar types of organizations can be valuable methods for both networking and learning about related industries. These include builders’ associations such as the Master Builders Association, Realtor Associations, trade groups, etc.

Using salespeople to generate revenue 

Sales and marketing can work closely together across all types of industry and business.  Due to the variables with concrete raising, any salesperson would need to be effectively trained and educated to minimize issues upon your technicians arriving to complete the job.  At Concrete Chiropractor ®, we have seen the competition encounter a significant failure rate due to a large, uninformed sales staff. We have also won over customers that felt they had an uninformed salesman assess their job. We pride ourselves on our experience in the trades and do not use some of the common high-pressure sales tactics that the public has come to mistrust and resent. 

With sales being a highly respected field requiring many skills, the sales approach is not a one size fits all.  One of our slogans we have used to successfully attract customers over the competition is “We are Tradesmen, NOT Salesmen!” tm We remain true to this core value, which has resulted in minimal issues, a positive, strong reputation, and great online reviews.  

While we acknowledge that there is a certain degree of sales involved when marketing or dealing with a client, we are also seeing a huge transition in the way most customers prefer to do business as they operate on a tight schedule. Our estimating system allows most residential jobs to be quoted through a verbal screening process, followed by photos. While not possible on larger or commercial jobs, or special situations that cannot be evaluated through photos, this has resulted in a significant time savings for Concrete Chiropractor ® and customers alike. At a minimum, photos can provide a quick an efficient evaluation as far as job feasibility, prior to an onsite visit, as concrete raising is a specialty service with lots of variables than can affect job feasibility. 

Depending on your franchise, an effectively managed sales staff can be used to attract commercial work and building working relationships on a personal level with other business services in which you can offer a benefit, such as real estate brokers, pool renovation companies, and property management companies.  Hiring a sales staff may play an important role in your overall marketing strategy. An informed salesperson can effectively represent your company to educate a prospective customer. This section will take a closer look at how a solid sales effort can help your business grow.

The first step in determining the usefulness of hiring a sales staff is to take a close look at your business and your prospective customers. Many questions need to be answered to determine an appropriate plan based on your needs.

A building superintendent for a large municipal agency or commercial/industrial facility might require a certain amount of personal attention for him to feel comfortable signing an agreement. If this contract is worth a lot of money, it is worth the effort for your business to have a sales rep personally make a call to this manager.

A second question to ask is how necessary a salesperson is based on your current state of business growth. Are you effectively servicing the current number of jobs?  Is the number of trained technicians you currently have, able, able, willing, and available to service the additional work?  

Lastly, as business owners we must ask ourselves, does hiring a salesperson make financial sense? Are there enough profit margins in the product to pay a salesperson a decent wage? Will my budget allow for a salary plus commission, or will the sales representative need to be 100% commission? What markets could a salesperson penetrate for my business where other forms of marketing would not be as effective?

Miscellaneous marketing activities

Conducting a Grand Opening for your franchise: A Grand Opening is a great way to introduce a newly opened business to the community, especially if the franchise is the first of its kind in the area. It gives the public (potential customers) an opportunity to see your business first-hand and begin to understand your offer of a high-quality service. Although the cost of a Grand Opening is difficult to estimate, we feel in most areas a franchise can accomplish an adequate grand opening for between $3,000 and $5000.

It is recommended to have a grand opening after you and your team have become efficient in the process of concrete raising, and not immediately upon starting your franchise. By doing so, it will allow you to professionally discuss your process with potential clients during the grand opening.  The grand opening will need to be promoted and have plenty of print material on hand, in combination with a giveaway item of some type. 

Once you are confident with the process of raising concrete, you can select a high visibility, easily accessible location to hold your grand opening. You may find a location that is need of your service that also holds public events or rents their facility for those events. If you can pick a location with a slab that is simple raise, you can offer a live demonstration of the process. It is important to have your confidence and skill level up, prior to having a live demonstration. Please contact Concrete Chiropractor ® prior to committing to any live demonstrations for proper guidance and evaluation.  

Regional advertising within the franchisee’s territory: It is the goal of Concrete Chiropractor ® to make regional or national advertising services provided by the company available to all franchisees upon the franchisor’s discretion and timing. The territory granted by Concrete Chiropractor ® under a License Agreement does not mean that the franchise operator “owns” the customers residing within his or her territory. However, it does guarantees that no other person or entity will operate a Concrete Chiropractor ® franchise within a specific number of miles of current franchises. This clause is subject to any exceptions stated in the License Agreement.

Except for media forms whose circulation cannot be limited to the franchise operator’s territory, franchise operators shall not, under any circumstances, place advertisements promoting and publicizing Concrete Chiropractor ® services in another franchise operator’s territory without Concrete Chiropractor ®’s prior written permission.

In addition, franchise operators shall not solicit the services of their own business within:

· Any home, business or commercial building or other entity not listed here, whose jurisdiction is exclusively within the territory of another franchise operator or a company-owned center

· Any private entity whose geographic location lies entirely within the territory of another franchise operator or company-owned center.

· Any business whose jurisdiction is exclusively within the territory of another franchise operator or a company-owned center

All potential customers should be fully advised about alternative Concrete Chiropractor ® offices that may be more convenient for that customer. Misrepresentations or purposeful omissions concerning other centers negatively affect the goodwill of the Concrete Chiropractor ® franchise system and will be addressed by the franchisor.

Business cards

Businesses have been using business cards for decades for a simple reason: it is a great way for prospects and customers to be reminded to call you. Every time you interact with a potential client, a friend, or a builder, be sure to hand out your business cards. This method of advertising will cost you pennies on the dollar, and it is a great way to establish credibility. Any business cards will be the responsibility of the franchisee. The franchisor will only be responsible for providing company logos and artwork.

Using customer databases effectively

Keeping customer data is a great tool as your business grows and your marketing plan changes. Eventually your business will begin to mature, and many of your sales will come from satisfied customer referrals. While concrete raising is not a service most homeowners will need on a steady and repeat basis, commercial customers and affiliated businesses may. A database is a tool to keep your company and customers informed about where you have been, and more importantly, where you are going.

A database provides an excellent way to keep a sales history of a particular customer. For example, an inground pool renovation and repair company that is capable of repeatedly referring your service, need to be communicated with through calls or e-mails to their general manager, and supplied with sufficient print material.  

Customer databases are also excellent tools that work well with other marketing tools like direct mail. Sending your database of key customers to a direct mail provider will allow them to mail a coupon to a select group of customers to increase sales. It will also allow you to market directly to customers who have not purchased any services from you. It is a great way to revive cold sales leads.

Of course, the company must maintain the database, and keep it updated to ensure the company is realizing enough of a benefit from the cost.

Executing your marketing plan

Tracking your progress
After determining which methods will most successfully promote your message, you will need to develop specific goals and attach a timetable. Build a simple calendar that details each project within the framework of the total program. This simplifies tracking your progress, because you can check off each task as it comes up day by day. Let us look at examples of daily, weekly, and monthly marketing-related goals.

Daily goals: 

· Contact 2 realtors: Use the phone call to either set up a presentation at a realty office or to introduce yourself to the individual realtor. Also send an introductory e-mail with a website link to your service. 

· Contact 2 of the following: Property managers, homeowner groups, apartment managers, home inspectors or related contractors. 

· Contact 2 commercial/industrial facility managers: Use the phone call as an opportunity to provide more detailed information and send an introductory e-mail with a website link to your service. 

Monthly goals:
· Realtor presentation: Arrange and complete one presentation to a realty office each month. Typical presentations last between 20-30 minutes and are an excellent tool for quickly gaining name recognition for your business. 

·  Builders: Perform an in-person visit to the office of large, well established builders. Provide them with information regarding your services as builders are required to address warranty claims as required by state law.

· Monitor pay-per-click internet advertising: Check budget and monitor results.

· Competitor research: Using the internet listings, update your list of local competitors. Track changes in competitors’ service offerings, pricing, etc. 

· Review sales figures: Look for trends, establish the success or failure of specific campaigns, etc. 

· Attend membership meetings: Master Builders Association, Realtor Associations, etc.

Marketing pitfalls to avoid 

As we have explained in previous sections, marketing is both an art and a science, and there are no perfect solutions or products you can buy to magically enable you to reach your sales goals. But there are some common mistakes that occur during the trial-and-error process that is a result of learning what works. Some tips to keep your programs on track include:

· Stick to your budget as best you can: Spending too much money is easy when your means of advertising are not producing tangible leads that turn into revenue. Re-think the campaign. Do not continue to throw money at a campaign with the idea that more money will make it work. 

· Spending too little money: Concrete raising professionals who shy away from investing capital in advertising and marketing will never receive the proper exposure. Even if you do not see an immediate return on your investment from a marketing effort you may see long-term benefits when a client remembers the company name or image. 

· Spending too much time: Marketing campaigns can require a significant amount of your time. You must constantly evaluate the return on your time spent on each campaign. Each hour spent on a poor marketing campaign is time lost that could have been effectively used elsewhere. 

· Impatience: Do not assume that the week after your marketing has been set in place your phones will be ringing off the hook. Give your campaigns a chance to produce fruit over a period of a couple of weeks, and if nothing comes of it then rethink your strategy. 

· Misinterpreting results: Do not assume there is a lack of demand in a marketplace based on the failure of a marketing effort. Make sure that you are utilizing the right tools for the right audience. 

· The last step to consider is assessing the results of your campaign. When setting objectives, you should consider a method of tracking the results. For example, after launching a campaign promoting your business, each time a new customer calls, ask them where they heard about your business. It is impossible to judge the success of any part of the advertising program without having numbers to back up your assumptions.

Each type of marketing effort will have different expectations of results. Direct mailings for example typically do not have higher than a 1-3% conversion rate. Pay Per Click and other types of advertising also have their own unique percentage of success. As you perfect your marketing campaign you will begin to set a baseline of expectations for each component. This will ensure that you direct your efforts to the most effective channels possible.

Marketing Closing Statement
As a Franchisor, we have earned our experience through costly advertising mistakes made during the startup and early years of Concrete Chiropractor ®.  We feel these tips are some of the most valuable information we can share with you to help you reach a level of success. 

1. Be careful with advertising!  Do not commit to advertising campaigns that will create customer traffic that you are not prepared to service. This can result in a waste of your much needed financial resources, and even worse, negative customer reviews. 

2. What are your business needs?  Are your starting your franchise and need to get your name established in your area?  Or perhaps you are looking to expand your business that is successfully operating?  Evaluate your needs and execute your advertising around them. 

3. Pay attention to “Cost Per Call”.  This a formula in which you look at the amount of calls you are receiving versus money spent on advertising. Take the total amount spent, then divide it by the number of calls. This will provide you with your cost per call. This will be initially higher but should be reduced over time as you become more efficient with your advertising. The costliest form of advertising does not always provide the best results.

Mismanaged, costly, and ineffective advertising can result in failure. Prior to opening your location, contact us advertising and marketing support.

Chapter 14: Sales & Pricing

Introduction

Without sales or promotion, even the greatest idea is destined for failure. The following information is provided as a starting point in the development of a successful sales campaign. Each region and franchise will require a custom-tailored campaign to achieve the most effective results. A significant part of your time and effort will be spent developing, implementing, and refining the sales process.

Phone selling

Mastering phone selling will help grow your business into a profitable entity. We are living in an age in which time is one of our most valuable assets. Customers need solutions to their problems while investing the least amount of time doing so. While there are some, (mostly older) customers that prefer the old fashion way of meeting their contractor personally onsite, this preferred estimating method is quickly becoming more popular. In addition, estimating through the phone and internet allows you to assess job feasibility will minimalizing your value time invested, which can be used to maximize efficiency and profit.  
It is up to you to convince each customer that your Concrete Chiropractor ® service provides the best solution to their settled concrete issue based on your reputation, quality, service, and price.  It is essential to direct the conversation towards the sale and to provide the client with enough information to land the job. 

Based on the type of job and customer, it is important to recognize which information needs to be gathered and given over the phone.  Other information may need require an onsite visit. 

For example, a few sidewalk slabs can typically be assessed without an onsite visit through a few simple photos to minimize time investment in comparison to financial return. A larger floor area or section of warehouse floor will require an onsite visit. This estimating skill will become more efficient with time as you gain experience. When beginning your franchise, it is best to look at jobs in person after qualifying the job through a few photos. More and more, many residential customers are embracing internet technology and photos as a practical method of obtaining an evaluation, estimate, and price when possible. 

Good record keeping is essential for maintaining customer information to maximize your business efficiency for follow up calls, marketing, etc.

Phone scripts

Below is a sample phone script demonstrating a Concrete Chiropractor ® employee receiving a call from a potential client. The client is indicated by “C” and the Concrete Chiropractor ® employee by “E.” Also note the key phrases listed throughout the script. These are statements that a customer might mention during a conversation that will warrant suggesting a particular service.

Sample script

E: Thank you for calling Concrete Chiropractor ®. Kris Speaking. How can we help you?

Scenario 1: Pricing request

C: “I have a settled concrete and I’d like to know what the cost would be to raise the concrete.” Or “How much do you charge to level concrete? Is this cheaper than replacement? “or “, Is this process expensive?” 

E: Let us start with some basic information, and then we can discuss your job in more detail to determine if it is something our process can help you with. 

C: Okay.

Customer information

E: What is your name?

E: And your phone number in case we get disconnected?

E: And how did you hear about us?

Job information

E: What type of job are you calling about today?  

E: Is your concrete solid and in good condition other than settlement?  

E: How is access to the area?  (if it is a pool deck, rear patio, etc. in a back yard) 

E: We have created a simple process to provide you an initial evaluation, quickly, through a few simple photos of your concrete. Would you like to get started?  

Collecting customer information

During your initial contact with the customer, it is helpful to collect as much information as possible. This information can be used to enter customer information into your system and for marketing research. The Customer Phone Form is in the Appendix/Forms section.

Up-selling for more profit

While there are several add on services that can be offered to increase profit, such as joint sealing, grinding down small trip areas of sidewalk that may be slightly raised by tree roots, small patches and repairs, or even concrete replacement, there are considerations. The main ones being weather, temperature, and frost movement.  

Let us use joint sealing an example. While concrete raising can typically be completed even when there is a slight chance of rain, sealing cannot be. The joints must be perfectly dry, and it typically needs a 24-hour or more dry time, or it will result in failure. Committing to these types of repairs, can be disruptive to your daily pumping schedule if you have several jobs. In an area subject to low temperatures, outdoor concrete patching and sealing is also subject to damage from frost movement. It is best to specify that you cannot warranty these miscellaneous repairs in writing to manage customer expectations.

 While you will be offered repair work and should always weigh out the opportunity to increase profit, versus disruption to your concrete raising margin. Job size also comes into consideration. For example, if a commercial client has several hundred feet of joint to seal, that is a job a job of higher value than can be scheduled for the day. However, adding ten feet of joint seal for a residential customer may require you to return another day based on weather, reducing, or eliminating any profit. Keep these challenges along with the Concrete Chiropractor ® reputation in mind. 

Focus on customer needs, not yours

Do not try to sell the customer a service you would not buy if you were in their shoes. It is totally irrelevant whether this purchase suits your needs; what is relevant is whether it suits the customer's. That perspective empowers you to add value and increase profit effectively and with integrity.
Bottom line

Every business owner should realistically look at potential profit versus potential loss. As you and your crew become more proficient, you can offer services that will add to your profit margin.

Referrals

Clients obtained by referral are the most dependable and easiest to deal with of any client. It is important to capitalize on the goodwill generated by properly servicing your clients. A happy customer is more powerful than the most well-engineered marketing campaign.

There is nothing wrong with asking your clients for referrals. In fact, at Concrete Chiropractor ® we follow and ask every satisfied customer for a review and to keep us in mind for referrals. You can also create a referral program.

Trust is key

The reason referrals (and their cousins, testimonials) are so effective is because they carry immediate credibility. If your dentist recommends an orthodontist for your kid's braces, you are much more likely to act on that referral than if you hear an orthodontist's ad on the radio or get a flyer in the mail.

The price tag for the referral might have been a lunch, a phone call, or the cost of attending a conference. But buying advertising airtime or producing direct mailers racks up significant dollars – and typically results in a much lower response rate.

If you want to develop referrals and testimonials, which are more public and generic forms of referrals, try using these tactics:

Do not forget to ask

Many people believe that doing a good job is all that is necessary to generate referrals. Even when your Concrete Chiropractor ® customers are terrifically satisfied, they forget to refer business mostly because your needs are not on their minds. Concrete Chiropractor ® franchisees should be in the habit of asking every satisfied client if he or she knows somebody who would also appreciate their services.

Wait until clients are happy

Going the extra mile can pay off big time. If you operate your Concrete Chiropractor ® franchise, strictly adhering to our mission and principles, most of your customers will inevitably end up completely satisfied. A study conducted by NRS Consulting, a Madison, Wisconsin research firm which specializes in home building, found that service providers that rated 91% or better in customer satisfaction garnered six or more referrals from previous buyers, while service providers with ratings of 67% or less got nary a one.

Every time you get positive feedback, you have an opportunity to ask for a referral and review.

Do not worry about rejection

There is nothing wrong with asking for a referral. Not everyone is going to need what you are selling, but a quality service has a market. Ask. Ask. Ask.

Flatter egos

Make a big deal about a referral or testimonial, so customers know how important it is for your business. Concrete Chiropractor ® of central New Jersey turned client testimonials into video testimonials that are posted on the Concrete Chiropractor ® web site. These stories have been instrumental in converting ‘mildly interested' prospects into clients.
Invest in customer relationships

Keeping your business-to-business relationships such as pool repair companies, realtors, and home inspectors up to date, is a sure route to getting referrals. You can, for instance, use Microsoft Office to integrate customer contact and sales information. Within Microsoft Office, Outlook can help you follow up on leads and opportunities. Also, within Office, both Publisher and Word allow you to create cost-effective cards and mailers, which can be saved as templates.

Office applications enable you to conveniently build a customer database to send out a variety of timed and appropriate customer communications, whether surface or e-mail, including:

· Press releases about company growth or changes, so clients feel valued and in-the-loop when you later call to ask for a referral.

· Monthly or quarterly newsletters or e-news about your industry, which include a feature about the reciprocal benefits of referrals or a coupon that rewards recommendations.

· Thank-you notes when a customer uses your service. 

· Join a networking group

Trade associations and professional organizations are good places to generate referrals. Do not forget community service or religious groups, chambers of commerce and charitable organizations. There are also groups specifically set up for referrals, such as business networking groups.

Group presentations

Group presentations are helpful in gaining recognition. See the Chapter on Marketing and Sales Promotion for more details on presentations.

Pricing policies and fee structures

Three factors in which customers choose a product or service based on is Quality, Service, and Price.  Overpricing your services will deter customers who are comparting price, while underpricing over time will not provide for operating expenses and a profit margin, which could potentially result in failure. 

 Offering a price that is fair to both you and your customer, is a balance that will lead to a long and healthy business future. To achieve this balance, the best customer base to cultivate is those who weigh price against the quality service you are offering.  If a consumer lacks confidence in the quality of your service, price will become irrelevant. 

 Researching your competition will provide valuable insight into determining how to price your services. Your company will not need to lowball competition to win customers. Concrete Chiropractor ® has worked hard to create a cutting-edge professional image that will allow for competitive pricing. The services you provide will often be a cut above the competition, given your education, training, and strict adherence to the principles of Concrete Chiropractor ®. 

Business service pricing examples below are provided for demonstration purposes only. The prices below should not be considered recommended pricing. Prices will vary by location and a variety of economic factors related to the areas regional pricing structures. It is the franchisee’s responsibility to do local market research to set and adjust prices accordingly, to optimize profits. The franchisee will need consider, add, and include any applicable licensing, title, and taxes for their area. The franchisee may freely set their own prices and discounts on services or products which they may render or sell.

Concrete Raising Pricing Methods

There are several factors that need to be considered to accurately price concrete raising. Here are factors to take into consideration.

·  Access. Poor access can affect job efficiency, or potentially prevent any access to the job location. Examples of this are:  Pools that have several steps leading to the areas in which the pump cannot reach, decks that block access to a back yard, severe, steep, inclines or hills, that make access unsafe. Always ask about access during the initial customer on backyard projects so it can be taken into consideration.

·  Job distance. Further distance means that you will have to pay your technicians additional travel time to and from the job. Distance also results in additional fuel costs and can affect daily efficiency regarding the number of jobs you can complete in one day. Always group jobs when possible to get maximum efficiency. Provide a date range in your proposal, with the understanding that you will notify the customer the previous day.  This allows you the freedom to group jobs by location, direction, and around weather. 

· Job size and replacement cost. The larger, more complicated, or costly concrete replacement is, the more attractive the concrete raising option becomes. However, small jobs such as a single sidewalk slab may not be profitable for you do to mobilization costs, nor cost effective for the customer. It is recommended to establish a job cost minimum based on local concrete replacement costs in your area.  

For example, replacing a small section of sidewalk will involve breaking out and disposing of the concrete, forming, the cost of the concrete on other supplies, then returning to remove forms and clean up the job. A mason contractor may establish a $1,000.00 to $2,000.00 minimum job cost. 

Based on your local market, you should look to price the cost of your service at one third to half the cost of concrete replacement, so it is cost effective for the customer. This information may suggest that you set a job cost minimum that falls in the $500.00 to $1000.00 range.  

These are example formulas, and it is up to the franchisee to establish their job cost based on their local market. 

· Square footage cost. You will often hear people refer to concrete replacement cost on a square footage basis. While is a factor, it is not an accurate price formula when it comes to jobs less than 100 square feet for example. 

Small job example- If you hear a replacement cost of $10.00 a square foot and you are called to address two 4’x 4’ sidewalk sections totaling 32 square feet.  It is not likely you will find a concrete replacement contractor to mobilize for $320.00.  Therefore, if you price your concrete raising cost at one third to half the cost, or in the $100.00 to $160.00 range, it will also provide any profit margin. 

Larger job example- If you are looking at a large patio area that is let us say 20’ x 40’, and half, or a 10’ x 20’ patio section closest to the home has dropped.  A replacement cost of $10.00 a square foot would equate $2,000.00.  At $5.00 a square foot, or roughly half to raise the concrete, this would give you a square footage cost of $1,000.00. 

Another example which is stamped concrete, can be 1.5 times the cost of regular concrete, in which a $15.00 per square foot replacement cost could bring the raising cost to $7.50. 

The last example would be pool deck concrete. Truck and large equipment access are typically limited by fencing.  Replacement may involve pool coping disturbance or replacement versus raising. Replacement costs may exceed $20.00 per square foot based on several factors. 

Square footage is just one consideration when pricing or quoting concrete raising and must be used in combination with all other factors to establish and accurate price. It should not be used by itself.

· Time and material- Your profit margin can be dependent upon how you approach these two considerations.  A job that absorbs more than your allotted time or material can result in low or no profit. Do this repeatedly can result in business failure. Therefore, the proper way to prevent this scenario if through proper job evaluation and written terms in your contract to protect against it. Let us discuss scenarios for example purposes, followed by a resolution.

Scenario 1- An inside floor in a home has slightly dropped, or a large void was noticed while a plumbing contractor cut open a section of floor to repair a broken pipe. The floor is “bridging”, or supported around the outer edge, or by a footing. There is a void and there is no way to tell exactly how large or small it may be. This can be a common problem with floor areas and the floor area may use a large amount of material. 

Scenario 2- A pool deck that is resting on the top of the pool wall is bridging for the pool wall to the soil on the outside edge but may have a significant void. Or there is a slab dropped behind the pool step area, and there may be a large void.

Solution to scenario 1- A larger floor area in which you cannot determine void size is best quoted on a time and material basis.  If you feel it may take a day or more, you can quote your time based on a daily rate. If the job is smaller, a half day rate can be quoted. Time would include labor and equipment for the period quoted, and to include pumping of “up to” a specified amount of grout material during that time.

Material can be quoted based on an allotted amount used during the time quoted. Should the job require additional material, a provision can be written into your contract terms in which you can charge by additional material volume used, such as based on cubic foot or yard. Material usage can be estimated based on your equipment volume capacity, or per pump full of material. 

Time and equipment pricing example- One workday up to eight-hours, or until __ yard material bed had been pumped and injected.  Includes two technicians, grout mixing equipment, pump, and all necessary equipment = $2800.00 to $3800.00 

Material pricing example- A yard consists of 27 cubic feet of material.  Pump capacity can vary. Let us say you use a 5 cubic foot capacity pump. You can establish a fee based on your local market. For example, purposes, we will use a rate of $50 or $60 per pump full.  $60.00 x 5.4 pump loads per yard = $324.00 per yard. 

Solution to scenario 2- While there may be additional voids that need addressing, a pool deck raise has a bit more visibility and indicators than a floor area by assessing the settlement of surrounding grade, etc. With concrete raising being a bit of a blind science, you will want to put a provision in your proposal if you suspect there may be an existing void or should the unpredictable occur. 

Pricing example for proposal – “Raise 40’ linear feet of concrete pool deck 3’ wide” Cost: $1577.00.    Material allotment- (6) 5 cubic foot pump full. Each additional pump load $60.00. 

Chapter 15: Insurance Requirements and Risk Management
General insurance coverage

A Concrete Chiropractor ® franchise must be insured in accordance with coverage types, amounts and the specifications of the franchise agreement, the operations manual, or otherwise in writing; however, it may vary from state to state.

Adequate insurance coverage is a prerequisite to opening the franchise business to the public. Concrete Chiropractor ® reserves the right to modify insurance requirements periodically and the franchisee is required to meet these new requirements.

Such policy or policies shall be written by an insurance company rated A-minus or better, in Class 10 or higher, by Best Insurance Ratings Service and satisfactory to Concrete Chiropractor ® in accordance with standards and specifications set forth in the manuals or otherwise in writing.

Franchisee insurance policies must name the franchisor and Concrete Chiropractor ® as additional insured parties. You must provide proof of insurance to Concrete Chiropractor ® before opening for business. Franchisee shall deliver to Concrete Chiropractor ® certificates of insurance evidencing the proper coverage with limits not less than those required hereunder, prior to providing the services licensed under this agreement, and thereafter at least thirty (30) days prior to the expiration of any such policy or policies, and of continued coverage during the term of this agreement. All insurance policies procured and maintained by the franchisee will name the franchisor, its officers, directors, employees, agents and partners, as additional insured (except the workers' compensation policy), will contain endorsements by the insurance companies waiving all rights of subrogation, and will stipulate that the franchisor receive copies of all notices of material alteration, termination, cancellation, non-renewal or coverage reduction or elimination.

You must have the following insurance coverage

· Comprehensive General Liability insurance: Purchase this covering the operation of the franchise, including Pollution and Professional Liability with a limit of at least $1,000,000 for each occurrence.

· Additional Comprehensive General Liability insurance: Make sure your coverage includes products and completed operations coverage, contractual liability, personal and advertising injury, fire damage, medical expenses, with minimum limits of $1,000,000 per occurrence, and business automobile liability coverage for vehicles that franchisee owns and non-owns, schedules or hires, rents or identifies with any Names and Marks, or vehicles that are used in connection with the operation of the Business, with minimum limits of $1,000,000 liability, bodily injury and property damage, for all vehicles associated with the franchise.

· Care, Custody or Control insurance: Although not required, we strongly urge you to obtain care, custody or control insurance including coverage for property damage caused directly by your work with minimum limits of $150,000.

· Comprehensive Crime and Blanket Employee Dishonesty insurance (bonded): Franchisee shall also maintain this insurance in an amount of not less than $100,000.

· Employer's Liability, Worker's Compensation and Occupational Disease insurance: Employer's Liability with a limit of $100,000 in Worker's Compensation insurance and Occupational Disease insurance as well as such other insurance as may be required by statute or rule of the state in which the franchisee operates the franchised business staffed by more than the owner, as required by state law.

· Excess Liability Umbrella coverage: This is for the general liability and automobile liability coverage in an amount of not less than $1,000,000 per occurrence and aggregate. 

· All-Risk Property Insurance: This should include theft and flood coverage (when applicable), written at replacement cost value, covering the building, improvements, furniture, fixtures, equipment, and inventory; coverage shall be written in a value which will cover not less than eighty (80%) percent of the replacement cost of the building and one hundred (100%) percent of the replacement cost of the contents of the building.

· Business Interruption insurance: This of not less than ten thousand US Dollars ($10,000) per month for loss of income and other expenses with a limit of not less than six (6) months of coverage; franchisee shall procure, prior to providing the services licensed under this agreement, and shall maintain in full force and effect during the term of this agreement at franchisee's expense, an insurance policy or policies insuring franchisor, and the officers, directors, partners, and employees of both franchisor and franchisee against any loss, liability, personal injury, death, property damage, or expense whatsoever from theft, vandalism, malicious mischief, and the perils included in the extended coverage endorsement.

Additional requirements and obligations 

1) Franchisee must provide evidence of coverage to franchisor

Upon obtaining the insurance required by this agreement and on each policy renewal date thereafter, franchisee shall promptly submit evidence of satisfactory insurance and proof of payment to franchisor, together with, upon request, copies of all policies and policy amendments and endorsements. The evidence of insurance shall include a statement by the insurer that the policy or policies will not be cancelled or materially altered without giving at least thirty (30) days' prior written notice to franchisor.
2) No limitations on coverage

Franchisee's obligation to obtain and maintain, or cause to be obtained and maintained, the foregoing policy or policies in the amounts specified shall not be limited in any way by reason of any insurance which may be maintained by Concrete Chiropractor ®, nor shall franchisee's performance of that obligation relieve it of liability under the indemnity provisions set forth in this agreement. Franchisee may maintain such additional insurance as it may consider advisable. Such additional coverage and higher policy limits as may reasonably be specified for all franchisees from time to time by the franchisor on the website, the manual, in Exhibit A hereto or otherwise in writing. Franchisee must maintain all other insurance required by applicable state or federal law.

3) Obligation to obtain
The franchisee's obligation to obtain and maintain insurance policy or policies as specified by the franchisor, shall neither be limited in any way by reason of any insurance which may be maintained by the franchisor, nor shall the franchisee's performance of this obligation relieve it of liability under the indemnity provisions set forth in the franchise agreement.

Should franchisee, for any reason, fail to procure or maintain the insurance required by this agreement, as described from time to time by the manual or otherwise in writing, franchisor shall have the right and authority (but no obligation) to procure such insurance and to charge same to franchisee, which charges, together with a reasonable fee for franchisor's expenses in so acting, shall be payable by franchisee immediately upon notice from franchisor.

4) Failure to maintain
Should the franchisee, for any reason, fail to procure or maintain the insurance required by the franchise agreement, as revised from time to time for all franchisees on the website, the manual, or otherwise in writing, the franchisor shall have the right, at its option, to procure such insurance and to charge the cost to the franchisee, which charges, together with a reasonable fee for the franchisor's expenses in so acting, shall be payable by the franchisee immediately upon the franchisee's receipt of written notice.

Risk management

Operating a business in today’s litigious society creates many unique challenges to you as a franchisee. Effectively managing the level of risk with your business will yield both increased profits and stability. Managing risk covers many categories including employment and job safety. 

· Follow your franchisor’s SOPs. Clearly communicate the scope of the services that you intend to provide in your concrete raising agreement. Lawsuits typically arise where there is a difference between expectations of service. Handle concerns or complaints in an expeditious manner. While clear and truthful communication may create friction, it may help keep your business transactions from involving claims or litigation. 

· Utilize your contracts. Your concrete raising agreement is your first line of defense in risk management. It should clearly define the scope of the work that you will and will not provide. Doing business on a handshake in these current times is strongly not recommended. We strongly advise that you have a business or contract attorney review your contracts to insure they are binding per the legal rules and regulations in your state. At a minimum your contract should identify the client to whom the duty is owed, define the scope of the work, define the responsibilities of the client, clearly explain the financial remuneration, and explain what constitutes the termination of the contract.

· Develop a corporate structure that protects against anticipated risks or legal exposure. Understand all assets that need to be protected. Seek the assistance of an experienced corporate attorney who will help set up your corporation. This includes proper insurance products that have been previously discussed.

· Determine the business-worthiness of all clients. Some clients are simply not worth the risk. It is recommended that you develop a simple screening process or a few questions to determine key items like credit risk, safety concerns and clients that may pose a liability risk for your employees. Through time, experience, and development of your business sense, you will notice early on the signs of a problematic customer and learn to respectfully avoid doing business.

· For example, during your initial conversation with a customer, you are gathering their information to assess their job. They are being non- compliant and refuse to provide you with their home or e-mail address.  Or perhaps they expect you to provide general pricing sight unseen. You are explaining to the customer that the information is a necessary part of your estimating process. They are uncooperative and want to control the conversation and your way of doing business. Should they insist, and expect you to change your method of operation:

· You simply and respectfully explain to the customer that the information is required to proceed. You are unable to provide a quote without it, especially sight unseen. By not catering to the customer’s demands, you may be potentially avoiding future legal liabilities. You must ask yourself whether the risk of contracting with this customer outweighs any potential benefit. 

· Managing risk at the franchise location or job site

The following information is presented to Concrete Chiropractor ® franchisees solely as an educational tool to facilitate the importance of safety and identify key safety and health issues that we encounter each daily during daily operations at our place of business and job site. Many states regulate health standards and related safety issues. The federal government also regulates employee safety through the Occupational Safety & Health Administration (OSHA). Some aspects of your work will fall under OSHA guidelines. It is the responsibility of the franchisee to stay informed of the rules and regulations that affect your business at the federal, state, and local level.

Franchisee site security

Most security issues will involve burglary or petty theft of company property during off-hours. The potential also exists for theft or other crimes during business hours or even at job sites. Security issues are related to safety, so the highest effort should be made to maintain security and crime prevention. Determining smart policies that become part of the SOPs is the best way to ensure your franchisees are aware of the important of such policies.

Basic franchise location security 

· Consider using a professionally monitored security system for your franchise location. A professional system is a great theft deterrent and offers the greatest level of protection and response.

· All outside entrances, windows and secure inside doors should have deadbolt locks in addition to locking knob or handle mechanisms. Outside or security doors should be metal-lined and secured with metal security crossbars. Pin all exposed hinges to prevent removal.

· Secure franchise service vehicles, trailers, and other equipment stored outdoors, along with any expensive and portable machinery, equipment, or tools. Lock all workboxes on your service vehicle. Secure trailers with a hitch lock and ensure that every night the hitch lock is attached. Equipment should be stored securely out of site after hours to prevent thieves from determining if a burglary would be worth their time.

· Doors, windows, entry points, and your equipment storage facility should all be well lit and have unobstructed views. Consider installing covers over exterior lights and power sources to prevent tampering. Consider using motion sensor lights to deter thieves. 

Reporting incidents 

In addition to informing local police and authorities about crime or suspicious activity, Concrete Chiropractor ® requires any incident involving company employees, property, or customers and job sites be reported immediately after the incident to the franchisor by phoning the provided number

Chapter 16: Corporate Structure and Financing

Setting up your entity

Before you begin operating your Concrete Chiropractor ® franchise, you will need to form an entity to serve as the operator. An entity is a legal fiction that allows a business to take on a separate existence, apart from its owners, even though the owners still control the business.

Whatever the business type, you must make sure the name you select is not currently used by another business. There are several organizations that can help you search. The State Department of Revenue or the Secretary of State Offices are good places to start. Some states will also have a business license database that is searchable. The database can help you determine if the name you selected for your business is already taken. Registered names at the federal level can be searched via the US Patent and Trademark Office.

Legal business structures

After successfully naming your business entity you need to determine how to organize the business legally so you can register it and apply for the required licenses. What are legal structures and what type(s) should you consider? C-corporations, S-corporations, limited liability companies, sole proprietorships, and partnerships are some of the more common options for business legal structures. There are differences and similarities in each that can dramatically affect the future of your company. Failing to structure your business in the most appropriate way (given your goals) can lead to negative outcomes, including higher than expected tax payments, excessive administrative work and costs, and unexpected loss of your personal assets. 

There are three key issues that differentiate the various types of business structures. By understanding these core issues first, you will be able to understand the advantages and disadvantages of each type of structure.
1) Taxes: How many times will I pay tax? 

a) It is not a matter of if you will pay tax, but rather how many times you will pay tax. Certain structures are called pass-through entities, and income and losses are literally passed through from the business to the individual for tax purposes. Other structures form a separate tax entity that is taxed by itself. Then, when earnings are distributed, the owner is taxed again on that income.

2) What about liability? 

a) If you drive your car into another car, then you are liable for damages. Who is liable for the possible damages and debts incurred by your business? It depends on the type of structure. Some structures will limit your liability to your investment, others will make you and your personal possessions liable for the damages and debts of the business.

b) You could lose everything you own in your business and in your personal possessions. This means your car, your house, your personal bank account and more. Your business can incur damages in any number of ways. For example, if you end up going bankrupt and still have outstanding bills, the creditors will come after your personal assets. Also, if a driver for your company accidentally kills a pedestrian, your business can become liable. Depending on the business structure, your personal possessions may also be at risk.

3) What about the time and cost to set up? 

a) How much time, effort, and money will it cost you to set up and run the company? Some structures are very costly in this sense while others are relatively low maintenance. While the first two issues (taxes and liability) are more important overall, administrative costs should not be overlooked. The costs of both money and time can be cumbersome, especially for a startup with fewer resources. These expenses include tax filing requirements, complexity of startup documentation with appropriate agencies (i.e., articles of incorporation), and both federal and state laws dictating necessary behaviors of the business.

Types of structures

Sole proprietorship

A sole proprietorship is a legal form of business that makes no legal distinction between the individual owner and the business itself. The owner of a sole proprietorship reports all business transactions of the proprietorship on Schedule C of form 1040. Income and expenses of the proprietorship retain their character when reported by the proprietor. For example, ordinary income of the proprietorship is treated as ordinary income when reported by the proprietor, and capital gains are treated as capital gain.

Advantages:

· Administrative setup and maintenance costs are low

· Relatively few regulatory requirements 

· Owner is only taxed once on his or her personal income tax return 
Disadvantages: 

· Owner is personally liable for the actions of the company 

· Can be difficult to raise capital for the business 

Partnership

A partnership is an association of two or more persons to carry on a trade or business, with each contributing money, property, labor, or skill and with all expecting to share in profits and losses. For federal income tax purposes, a partnership includes a syndicate, group, pool, joint venture, or other unincorporated organization through which any business, financial operation, or venture is carried on. The entity must not be otherwise classified as corporation, trust, or estate.

Partnerships are not subject to income tax. A partnership is required to file Form 1065, which reports results of the partnership’s business activities. Most income and expense items are aggregated in computing the net profit of the partnership on Form 1065. Any income and expense items that are not aggregated in computing the partnership’s net income are reported separately to the partners. The partnership net profits, and separately reported items are allocated to each partner according to the partnership’s profit-sharing agreement and the partners receive separate K-1 schedules from the partnership. Schedule K-1 reports each partner’s share of the partnership net profit and separately reported income and expenses items. Each partner reports these items on his or her own tax return.

Advantages: 

· Administrative setup and maintenance costs are low 

· Relatively few regulatory requirements 

· Owner is only taxed once on his or her personal income tax return 

Disadvantages: 

· Owner is personally liable for the actions of the company 

· Each partner is responsible for the business dealings of other partners. This is especially important to understand. If Partner A enters a bad deal under the name of the partnership, then all other partners are responsible for making good under that contract. Consequently, selecting your partners is of crucial importance. 

Other comments: The partnership agreement is the rule book of the partners. This can be drafted with the help of a qualified lawyer to help the partnership deal with such issues as: 

· Initial investment of partners 

· Distribution of profits and losses 

· Each partner’s responsibilities 

· New partner entrance into partnership 

· Old partner exit from partnership

Limited liability partnership

Like a general partnership, but with a separate classification of partners. A limited partnership is comprised of a general partner and multiple limited partners. Unless special rules apply, only the general partners are liable to creditors; each limited partner’s risk of loss is restricted to his or her equity investment in the entity. Limited partnerships will likely be used for real estate development activities, so investors are protected against losses more than their investment.

C-corporation

A C-corporation is a legal form of doing business that creates a separate legal entity from the individual owners. This legal entity can act and do business on its own just as a person would (i.e., borrow money, enter lawsuits and contracts, etc.)

Advantages: 

· Shareholders are not personally liable 

· Ownership is easily exchanged between individuals 

· Company does not cease to exist with the death of owners 

· Easy structure for which to raise capital

Disadvantages: 

· Owners are taxed twice 

· High administrative costs to set up and run 

· More regulatory requirements than other structures

S-corporation

An S-corporation is a type of corporate legal form that is taxed like a sole proprietorship. Its formation is subject to certain legal criteria such as a maximum number of shareholders.

Advantages: 

· Owners are only taxed one time

· Shareholders are not personally liable

Disadvantages: 

· Higher administrative costs to set up and run than partnerships and sole proprietorships. More regulations than partnerships and sole proprietorships. Certain limitations on who can be an owner (U.S. citizens, etc.) 

Limited liability company (LLC)

An LLC is a hybrid legal form of business that is taxed like a sole proprietorship with the same liability protection of the corporate structure.

Advantages: 

· Owners are only taxed one time

· Shareholders are not personally liable

Disadvantages: 

· Higher administrative costs to set up and run than partnerships and sole proprietorships 

· More regulations than partnerships and sole proprietorships 

· Limited life of entity (usually limited to 30 years) 

· LLC laws are not uniform and therefore doing business in multiple states as an LLC can be complex
Other comments: 

· No restrictions on the number of owners (S-corps limited to 75 owners) 

· Can have non-U.S. citizens as members (S-corps cannot) 

· More flexibility in distributing income (S-corps’ percentage of ownership determines the amount of pass-through income)

LLC relative disadvantages over S-corporations: 

· Need at least two people to form an LLC (S-corps only need one person) 

· Limited life (S-corps are perpetual) 

· LLC members need other members' approval to sell their interest (S-corps owners need no such approval) 

· LLC may have to pay more self-employment taxes than S-corps due to IRS regulations forcing active LLC members to pay self-employment taxes on both salary and distributions from the company, as opposed to S-corps members who do not have to pay taxes on distributions.

Setting up the new corporation

Reserve your corporate name with your state’s Secretary of State; file Articles of Incorporation; file for Federal and State Tax Identification Numbers; file for trade name.

Procedures for filing Articles of Incorporation vary from state-to-state and the fees can range. Most states now have online information available in addition to a toll-free number. Additionally, if time is of the essence in filing your incorporation papers, or if you prefer someone walk the papers through the process, there are businesses in your state capitol city that specialize in these matters. You will receive a federal tax number after filing the federal Employer Identification Number (EIN) form. You will need to purchase a ‘corporate kit’ that will include your corporate seal and original shares.

You will have both a corporate name and a trade name. Your corporate name is personal and unique to your business, while your trade name (also called fictitious name) is specific to the company. Your corporate name should not reflect any part of the wording of the trade name of the franchise. In most states, you may now search an online database to be certain you are not duplicating the fictitious name of another business, which may be trademarked. Contact your state corporation office by telephone if you cannot access an online site. You will fill out a sworn statement listing the name to be registered, mailing address of the business, name, and address of each owner or, if a corporation, the FEIN and state incorporation or registration number. Many areas require publication of an ad under the fictitious name’s column in the legal notices area, classified advertising section, of your official county newspaper. This is your official announcement that you, acting under your corporate name, intend to operate a business ‘also known as’ (aka) your trade name.

The types of federal taxes you will pay may include income, federal income tax withholding, Social Security, Medicare, FUTA, excise, etc. The Internal Revenue Service can be contacted for information on tax matters at 800-829-1040 or online at www.irs.gov. The IRS issues a variety of publications and other aids to assist you in complying with tax laws, including forms.

The procedure for acquiring a state tax number is also specific to your state. The types of state taxes you will pay may include tax on income, sales, capital gains, unemployment, etc. Contact your state revenue office either online or by calling its toll-free number. Request any publications available on state tax matters, as well as forms.

Most counties and local governments also levy taxes that you are responsible for paying. Contact your county and local governments for information on these matters and forms.

It is highly recommended that you engage the services of an attorney for the above procedures, preferably one experienced in corporate matters with a specialty in franchising. You should also engage the services of an accountant to assist you in setting up your corporation for operational and tax efficiency. Your choice of an accountant should be based in part on computer software compatibility. The costs incurred by engaging these two professionals will be more than offset by the advantages gained in using their expertise.

Assumed name certificate/DBA 

Regardless of whether you will operate the franchised business as a sole proprietorship, a general partnership, or an LLC, you must file an assumed name certificate with the appropriate governmental office. The assumed name certificate is sometimes called a trade name certificate, a fictitious business name certificate, or a DBA registration. The appropriate governmental office is usually the county clerk, but you may be required to file at the state level and/or the city level. The purpose of this filing is so that the public will be informed of the registered agent for a business and where official contact with the business can be made.

Generally, the required information includes the name of the business, the street address of the business, the name of the business owner(s), the type of business to be conducted and the expected period of operation. The expected period of operation should correspond to the initial term of the Franchise Agreement. Usually, each owner must sign the certificate and all signatures must be notarized. Fees will vary. In some jurisdictions, you will need to place a fictitious name notice in a local newspaper for a certain amount of time.

Legal status of franchisee

It is important to understand and further define the relationship between Concrete Chiropractor ® (franchisor) and you the (franchisee). While we share common goals, abide by common principles, and ultimately exist on some level for each other’s benefit, we are not acting in the capacity or role of employer and employee, principal and agent, or general and limited partner.

We are a licensor, and you a licensee, of intellectual property. We have knowingly and voluntarily entered an interdependent relationship, each depending on the other for success. We believe that the financial output of working together will far exceed that of going it alone. We must stay loyal to each other and respect each other, always searching for ways to strengthen the bond that exists. Complete transparency and open communication are the keys to our success.

Financing arrangements 

Financing is your responsibility. Concrete Chiropractor ® does not finance or guarantee the obligations of the franchisee. In the future, we may elect to offer limited financing to the franchisee. Please contact Concrete Chiropractor ® for more information.

The initial franchise fee is refundable only by the terms and conditions outlined in the Franchise Agreement.

Financing alternatives 

For most, the initial startup cost of a Concrete Chiropractor ® franchise is a lot of money. Here are all the stops on the way to getting your Concrete Chiropractor ® franchise financed:

Your personal resources: Assess your own resources before you launch into your search for capital from banks or other lending institutions. First, prepare a personal financial statement (on a generic form from your bank or an office supply store, or by using your personal accounting software). You will use it repeatedly as you line up your financing. Also, make copies of your tax returns for the past two years – both a lender and a franchisor providing financing will want to see them. If a family member offered to back you in business, discuss your plans and goals with them. Be sure of what you can count on – you cannot afford to go into the business with flimsy promises. It is important to establish the dollar amount of the resources you can obtain to work with, and the timing in which you can obtain them in before committing yourself to business agreements.

Your accountant: If you do not have an accountant, it is time to get one. Ask for references from friends and family and find an experienced one who has handled small businesses (Tip: ask existing business acquaintances in your area for references). Arrange a preliminary interview, discuss your plans, and show the accountant your personal financial statement, the investment estimates from Item 7 of the FDD and any Item 19 earnings claim information in the FDD. Talk about how you can calculate a cash-flow picture of the business you are planning and how much financing you need. Ask the accountant to recommend a banker he or she has dealt with; usually accountants have great leads for their clients.

The franchisor: While Concrete Chiropractor ® does not offer any financing to franchisee’s, they will share any potential financing resources they may have for you to pursue. 

The bank and specialty franchise lenders: It is fair to say every small business needs a solid banking relationship. Even if you do not find financing at your local bank, you will need to build a day-to-day service relationship. The place to start is the bank where you do your personal banking. Talk to a banker about your plans and explore their programs.

Also contact independent lenders who specialize in franchise lending. 

The SBA Franchise Registry: The real secret to bank financing for a franchise investment is the SBA, which has very aggressively rolled out its small-business lending guarantee program. Banks that participate in this program can significantly reduce their lending risks, because the SBA guarantees a large portion of the loan against your failure or inability to repay the loan. Contact the SBA and inquire at banks in your local area; this is a powerful program for new business buyers.

Chapter 17: Trademarks and Trade Secrets - Protection Policies

Patents, copyrights, and proprietary information

Intellectual Property (IP) is a general term for patents, trademarks, and ideas that are unique and proprietary to an individual or business. Protection for IP is granted through the issues of patents, licenses, trademarks, etc. For the most part there are no issues for franchisees to manage regarding patents, trademarks, or Intellectual Property.

Concrete Chiropractor ® does claim copyright protection of our company name, manuals, franchise-related advertising and promotional materials, agreements, forms, and related materials that we produce. These materials may not have been registered with the Copyright Office of the Library of Congress, but the materials are proprietary and confidential. You may use them only if you are a franchisee, and only as provided in the franchise agreement.

There are currently no effective determinations of the Copyright office of the Library of Congress or any court regarding any of our copyrighted materials. There are no agreements in effect that significantly limit our right to license the copyrighted materials. We are not aware of any infringing uses of these materials that could materially affect your use of these materials. We are not required by any agreement to protect or defend our copyrights.

We will be disclosing certain information to you we believe to be confidential or proprietary information and trade secrets. This will be information contained in our manuals and in material separately provided to you. You may use these materials, in the manner we approve, in the operation of your business during the term of the Franchise Agreement. However, you may not use these materials in any other way for your own benefit, nor communicate or disclose them to or use them for the benefit of any other person or entity. These materials include any trade secrets, knowledge, know-how, confidential information, advertising, marketing, design, plans, or methods of operation. This includes information about our sources of supply, and our recommendations on pricing. You may disclose this information to your employees, but only to the extent necessary to operate your business, and then only while the franchise agreement is in effect.

Trademark usage and guidelines

The franchise agreement gives you the right to operate a concrete raising business under the Concrete Chiropractor ® Names and Marks. You must follow our rules when you use our Marks. You may not use any of our Names or Marks (or the names and marks of any Concrete Chiropractor ® company) or derivative thereof as part of your corporate name or with modifying words, designs or symbols, except those we license to you. You may not use any of our Names or Marks for the sale of any unauthorized products or service or in a way we have not authorized in writing.

You may not directly or indirectly contest our right to our trademark, trade secrets, or business techniques that are part of our business.

 “Concrete Chiropractor ®” is a register service mark on the principal register of the United States Patent and Trademark Office (USPTO) per the documentation provided in your franchise agreement. All affidavits required to preserve and renew this Mark have been filed. There are no agreements limiting our right to use or license the use of our Names and Marks. If you learn of an infringement or challenge to your use of our Names and Marks, or unfair competition with your use of our trademark, you must notify us immediately. We will take the action we think is appropriate. We are not obligated, by the franchise agreement or otherwise, to protect your right to use any Names and Marks. However, we will protect you against claims of infringement or unfair competition that might be made against you from your use of our Names and Marks providing you are using them properly. We may, in this situation, take any action we deem appropriate to handle the claim.

There are currently no effective determinations of the U.S. Trademark Office, Trademark Trial and Appeal Board, the Trademark Administrator of any state, or any court, or any pending infringement, opposition or cancellation proceedings, or any material litigation, involving our principal Names and Marks.

We may adopt new Marks at any time or change our existing Names and Marks. If we adopt new Marks, or change our existing Names and Marks, you must use the new or modified Names and Marks and discontinue the use of any Marks we decide to change or discontinue. We will give you sufficient notice to allow you to use any trademark stationery and marketing materials you bought in the last 90 days that will become obsolete or, at our option, we will purchase those materials from you at cost.

As a Concrete Chiropractor ® franchise, the Names, Marks, and Trade Secrets associated with the business are critical to the success of your business. It is important to carefully protect these, following the guidelines outlined in the Franchise Agreement. Remember that you should not use the Names or Marks associated with Concrete Chiropractor ® as any part of your legal name.

Your key employees who will have access to any of Concrete Chiropractor ®’s trade secrets are required to sign an employment agreement containing non-disclosure and non-compete covenants for a reasonable time before, during and after employment.

Examples Of trademark misuse

· Failure to comply with Concrete Chiropractor ®’s instructions on filing and maintaining a trade name or fictitious business name in your state and local jurisdiction

· Use of the mark in your corporate or other legal name

· Using the license or trademark to incur or fulfill and obligation or indebtedness

· Use of the trademark in any manner that is inconsistent with the provisions of the franchise agreement without the express written consent of Concrete Chiropractor ®

· Identifying yourself, business, or legal fiction as the owner of the trademark

· Failure to identify yourself as a “licensee of the trademark” on any invoices, order forms, business stationary, receipts, or other printed material used in the operation of the franchised business

Chapter 18: Field Operations

Safety first

Because safety in the workplace is so important, it is vital that you begin every objective for your business with a “safety first” mindset. Due to the nature of Concrete Chiropractor ® being a construction trade related business, many workers will be more susceptible to injury than other businesses which may be office-based and do not require the use of equipment under varying situations and conditions.

(OSHA), or the Occupational Safety and Health Administration, sets and enforces standards to maintain a safe and healthy work environment.  It is highly recommended that Concrete Chiropractor ® franchisees obtain the valuable safety information they provide and familiarize themselves and their employees with their currently established guidelines. This includes OSHA (PPE), Personal Protective Equipment recommendations to help ensure their worker’s health and safety. You can find out more information regarding OSHA enforcement standards, training, and education can at www.osha.gov.

Outline of the Concrete raising process

1) Receiving the Daily Service Order

a) Once the Daily Service Order has been completed it is emailed to the Certified Service Technician for which it has been scheduled. Included within the Service Order is all the information that the Certified Service Technician needs to complete the job: client name, address, contact info; description of services to be completed, material and equipment check list; and any special notes

b) Using the information in the Service Order the Certified Service Technician will:

i) Locate the address(s) of the client’s residence/business

ii) Chart an appropriate GPS route to the address(s), considering any other jobs they may be servicing the same day, in the order provided on the Daily Work Sheet. 

iii) Allow sufficient time for traffic and plan on arriving on time.

2) Arriving at the home or business

Before you greet the client upon your arrival, be sure that your appearance is respectable and represents you and the franchise well. If the client is home be sure to discuss the following:

A. Parking- When arriving at the home it is important to first find an appropriate place to park your vehicle. Make sure not to block anyone in. Also, take into consideration that you will be mixing grout material, and will need to pick a location that can be easily cleaned and washed, leaving the work area in presentable condition once the work has been completed.

It is advised to discuss your parking needs with the client to obtain their approval, prior to parking, unloading equipment and mixing grout material. Blacktop, pavers, or concrete driveways will all stain. Tarp and cover surfaces for protection. If your service vehicle has any leaks or will in any way soil the client’s driveway be sure to find alternative parking, such as firm ground or grass area. If you need to park street side, be sure to obey all parking and traffic laws, and place orange cones for safety and visibility. 

B. Pets- Be sure that the client has secured all pets. If you enter a gated yard, a pet may escape. When it comes to pets, there is typically a significant emotional attachment between the owner and their pet. Also beware that a client may also have an aggressive pet, leading to a potential injury.  A franchise owner wants to take every precaution to assure that an incident involving a customer’s pet will not affect the reputation of their business, or the Concrete Chiropractor ® name negatively.  

C. Check with the client concerning the supply and location of water and electric, as access to these utilities is required to complete the job. 

D. Do a quick walkthrough with the client. Notice any landscape that will be challenging to access, furniture that will need to be moved, or expensive items, etc. that must be avoided or secured prior to commencing with job completion. 

3) Preparing your equipment

a) Remove the pump, drill, and all necessary equipment from your work vehicle and set up in the appropriate location.

4) Conducting the service

a) Move any items that will cause access or safety issues in the travel area between your mixing location and the concrete to be raised.  Be sure to protect any areas or items against being damaged or soiled. 

b) The lead technician can begin drilling access holes through the concrete while the assistant begins the mixing process.

c) Once holes are drilled and the grout has been mixed and prepared to the proper consistency, transport the grout to the work area and begin pumping the material. Repeat the drilling, mixing, and pumping process until the concrete has been restored to its proper height.

d) Clean drill holes and wash and clean the work area. Neatly patch drill holes being conscious of the final size and appearance. 

e) Clean and wash down the mixing area and load the equipment. The technicians must now walk through the job, confirming that every work area has been left in neat, clean condition, all tools have been picked up and returned to the work vehicle, and any moved items have been returned to their original clean condition and position.

f) The lead technician should now contact the client and review the job to make sure all expectations have been met and the work has been completed to their satisfaction.  Any complaints that can be address onsite need to be resolved prior to departing, as call back are costly and effective profit margins limiting the growth of the company, or the financial benefits it can provide to the franchise or it is employees. If an issue cannot be resolved onsite at the technician’s level, the lead technician must now contact the management office to discuss a plan of resolution with the customer. 

g) The lead technician can now thank the customer for their business and collect any payment that was due upon completion. 

Chapter 19: Resale, Transfer, Renewal and Closing

Conditions of renewal

After expiration of the term of the Franchise Agreement, if franchisor has made a business decision, in franchisor's sole discretion, to continue the Concrete Chiropractor ® franchise system in franchisee's area, franchisee will be permitted to renew franchisee's Franchise Agreement, but only upon the following terms and conditions:

· Franchisee must be current in payment of all fees and charges to franchisor and any of its related companies and must not have made more than two late payments within the last three years for which franchisor gave written notice(s) of breach, which notice(s) were not withdrawn by franchisor;

· Franchisee must not be in material breach of the Franchise Agreement or of any other agreement between franchisor and franchisee and must have substantially complied with the operating standards and other criteria contained in the Manual or otherwise communicated in writing by franchisor;

· Franchisee shall pay a renewal fee as established at the time by franchisor, but which shall be not more than two thirds of the then-current Initial Fee, payable in full at the time of execution of the Franchise Agreement referred to in sub-paragraph 9.01.04;

· Franchisee shall execute the then-current form of Franchise Agreement, which may differ in material ways that are not reasonably foreseeable at this time, but may include material differences in territorial boundaries and economic terms, including the amount of royalties and national marketing fees or entirely new categories of fees or mandatory expense;

· Franchisee must maintain possession of the premises identified in Exhibit A for the renewal term or obtain substitute premises approved by franchisor;

· Franchisee, at franchisee's sole cost and expense, shall refurbish the equipment and otherwise modernize and renovate the premises, signs, and equipment to be consistent with the then current image of the system and to meet franchisor’s then-current specifications;

· Franchisee shall give written Notice to franchisor at least thirteen months, but not more than eighteen months, prior to the end of the term of the Franchise Agreement of franchisee's desire to renew; and

· Franchisee must not, during the preceding term, have engaged in any business dealings in relation with the licensed business or the franchisee which are unethical, dishonest, or otherwise could cause harm to the Marks, franchisor, any other franchisee, the goodwill associated with the Marks, or to any customer, client or vendor of franchisee, franchisor or of another franchisee.

Continuation

If, following the termination or expiration of this agreement for any reason, whether voluntary or involuntary, franchisee continues to operate the licensed business or occupy the premises with the express or implied consent of franchisor, but without a renewal franchise agreement, such continuation shall constitute a month-to-month extension of this agreement and shall be terminable by either party upon the lesser of (a) thirty (30) days written notice or (b) such shorter notice by franchisor as would otherwise be applicable in a termination for cause. Franchisee acknowledges and agrees that such continuation shall be good cause for termination of the Franchise Agreement. Both parties shall continue to be subject to all terms of this agreement during any such continuation period.

Assignment or transfer

Prior consent

Franchisee shall not assign, transfer, sell, sublease, sublicense or encumber (hereinafter collectively referred to as "Assign" or "Assignment"), in whole or in part this agreement, the franchisee, the licensed business, any option or first right of refusal relating to this agreement, the franchisee or the licensed business, the assets of the licensed business or the leasehold of the licensed business or represent to any person that such an Assignment has been made without franchisor's prior written approval. For purposes of this Paragraph 12.01, the terms "Assign" or "Assignment" shall include any assignment, transfer, sale, or encumbrance of any shares of stock of a franchisee that is a corporation, any partnership interest of a franchisee that is a partnership, any membership interest of a franchisee that is a limited liability company, and any equity or ownership interest or rights in any other form of entity. Any attempted Assignment without franchisor's prior written consent shall be void and a breach of this agreement.

Conditions of assignment

As preconditions for obtaining franchisor's consent to an Assignment, at least the following terms and conditions must be met:

· Franchisee must be current in payment of all fees and charges to franchisor and any of its related companies;

· Franchisee must not be in material breach of the Franchise Agreement or of any other agreement between franchisor and franchisee;

· Franchisee must have paid in full all debts in connection with the licensed business;

· The assignee must have agreed to assume all the obligations of the licensed business;

· The assignee must execute a disclosure form containing a waiver and release of any claim against franchisor for any amount(s) paid to, or representation(s) made by franchisee or any omission by franchisee to disclose facts, material or otherwise;

· Franchisee must execute, at franchisor's option, a mutual termination of the Franchise Agreement and a general release, or an assignment of the Franchise Agreement and a general release, and an agreement to defend, hold harmless and indemnify franchisor from any claim by the assignee in form specified by franchisor, the current version(s) of which are attached as Exhibit J;

· The assignee must pay to franchisor a transfer fee in the amount of seven thousand five hundred dollars ($7,500) and execute, at franchisor's option, the then current form of Franchise Agreement or an assumption of the Franchise Agreement (in any event providing for the same royalty and national marketing fees as contained herein, for the balance of the term hereof);

· The assignee must, in the sole opinion of franchisor, successfully complete the then current initial training program at the assignee's sole cost and expense;

· The assignee must have met the then current standards of franchisor for experience, financial strength, reputation, and character required of new or renewal franchisees;

· The assignee must obtain such approvals as may be required to assume occupancy and possession and the continuing obligations relating to the lease or possession of the premises, unless a new location has been approved in writing by franchisor; and

· Franchisor must have been given at least thirty (30) business days written first right of refusal by franchisee, upon the same terms as those agreed upon by franchisee with any proposed assignee; provided, however, franchisor may substitute cash of equivalent value for any non-cash term. In the event franchisor waives or fails to exercise its right of first refusal, if franchisee thereafter agrees to accept a revised offer, regardless of the nature of the revision, franchisor shall have a new right of first refusal hereunder on the new terms.

Assignment to an entity

Notwithstanding the foregoing, if franchisee is an individual, franchisee may assign the Franchise Agreement to an entity, as defined in Article 11, formed under the laws of the state where the licensed business is located, which is wholly owned by franchisee; provided that the individual franchisee shall first provide written notice of the assignment to franchisor and shall personally guarantee the performance of the Franchise Agreement. If franchisee is an entity, franchisee may assign the Franchise Agreement to another entity, formed under the laws of the state where the licensed business is located, of the same or different form, which has the same ownership, including percentages of ownership as franchisee; if each of the individual equity or other owners of the new entity shall personally guarantee the performance of the agreement. The personal guarantee shall be in the form of Exhibit G hereto. No assignment under this paragraph shall change or limit the liability of any person or entity under the Franchise Agreement. Franchisee shall pay to franchisor a processing fee of five hundred dollars ($500.00) for an assignment pursuant to this paragraph 12.03.

Approval process

Franchisor may use its own discretion in approving or rejecting prospective transferees in the same manner as if it were approving or rejecting any other new prospective franchisee, taking into consideration such factors as their financial ability, character, business reputation, experience, and capability to conduct the type of business involved. The approval of one Assignment does not obligate franchisor to approve any other or subsequent Assignment. If franchisee is an entity, notwithstanding any statute or agreement to the contrary, the addition, withdrawal or expulsion of any equity or other owner or the transfer, encumbrance or assignment of any equity or ownership or control interest of any equity or other owner or the dissolution or reorganization of the entity for any reason is subject to the same considerations as any other Assignment.

Transfer by franchisor

There shall be no restriction upon franchisor's right to encumber, transfer or assign the Franchise Agreement or the system. Following such a transfer or assignment, franchisor shall have no further obligation or liability to franchisee hereunder or otherwise so long as the assignee or transferee agrees to assume all of franchisor’s liabilities and obligations to franchisee. Upon franchisor’s request, franchisee shall execute and deliver a certificate to franchisor, as described in Paragraph 21.05, in connection with an anticipated transfer or financing procedure by franchisor. Franchisee agrees to accept any transferee of franchisor, including any sub franchisor and perform for such transferee the same as for franchisor.

No sublicensing

Franchisee shall not, directly, or indirectly, sublicense or attempt to sublicense the Marks or the system or any part thereof to any person or entity for any purpose. Any attempted or purported sublicense shall be void.

Termination 

Franchisor may terminate the Franchise Agreement as follows:

· Franchisor may terminate the Franchise Agreement upon at least thirty days’ notice and opportunity to cure (or longer if required by law) if franchisee is in breach of any term of the Franchise Agreement or of any other agreement between franchisee and franchisor or any affiliate of franchisor.

· Franchisor may terminate the Franchise Agreement upon at least 72 hours’ notice and opportunity to cure (or longer if required by law) for occurrence of any one or more of the following events (each of which franchisee acknowledges is good cause for termination and a material breach of the Franchise Agreement), notwithstanding that franchisor may have the option to give a longer notice and cure period pursuant to other provisions of the Franchise Agreement:

· Franchisee fails to pay or deposit when due, and in the manner prescribed by franchisor, any monies owed to franchisor or any of its related companies or to another Concrete Chiropractor ® franchisee;

· Franchisee files a voluntary petition for bankruptcy or has an involuntary petition filed against franchisee, franchisee makes an assignment for the benefit of creditors, or a receiver or trustee is appointed;

· Franchisee violates or attempts to violate any of the Assignment provisions of the Franchise Agreement;

· Franchisee vacates, deserts, or otherwise abandons all or any substantial portion of the premises or equipment, or abandons the licensed business for more than 24 hours (whether franchisee intends to abandon);

· Franchisee sublicenses or attempts to sublicense the Marks or the system in violation of the Franchise Agreement;

· Franchisee is an entity, and an impasse exists between equity or other owners or there is any change in the ownership of any interest in the entity without having first complied with the provisions of the Franchise Agreement;

· Franchisee fails to timely permit any audit or inspection by or on behalf of franchisor;

· Franchisee violates or fails to comply with any law, rule, regulation, ordinance, or order relating to the operation of the licensed business (including any health codes, rules, or regulations) or fails to obtain and continue any license, permit or bond necessary, in franchisor's opinion, for franchisee's operation of the licensed business;

· Franchisee is convicted of or pleads guilty or "Nolo Contendere" to any felony;

· Franchisee fails to operate the licensed business under the Marks or fails to display the Marks properly always in full compliance with the Franchise Agreement and the manual;

· Franchisee engages in any business dealings in relation with the franchise, the licensed business or the franchisee which are unethical, dishonest, or otherwise could cause harm to the Marks, the system, franchisor, other franchisees, the goodwill associated with the Marks, or to any customer, client or vendor of franchisee or any other franchisee or the franchisor; 

· Franchisee fails or refuses to timely execute and deliver a truthful certificate pursuant to paragraph 21.05;

· Franchisee fails to maintain insurance or workers compensation coverage; or

· Any other agreement, including any other Franchise Agreement to which franchisee is a party, between franchisee and franchisor or between franchisee and any of franchisor's related companies is terminated for cause.

· Franchisor may terminate the Franchise Agreement without giving notice or opportunity to cure upon occurrence of any one or more of the following events (each of which franchisee acknowledges is good cause for termination and a material breach of the Franchise Agreement), notwithstanding that franchisor may have the option to give a longer notice and a cure period pursuant to other provisions of the Franchise Agreement:

· Upon three willful and material breaches of the same term of the Franchise Agreement occurring within a twelve-month period;

· Franchisee is adjudicated as bankrupt or insolvent;

· Franchisee makes an assignment for the benefit of creditors or similar disposition of the assets of the licensed business;

· Franchisee voluntarily abandons the licensed business; or

· Franchisee is convicted of or pleads guilty or no contest to a charge of violating any law relating to the licensed business.

Notwithstanding any right of franchisor to terminate the Franchise Agreement, pursuant to the Franchise Agreement or otherwise, franchisor may, at franchisor’s sole discretion, elect to not terminate the Franchise Agreement and to, in lieu thereof, impose limitations on franchisee, including but not limited to revocation of franchisee’s territorial rights, and revocation of franchisee’s rights to acquire or offer and sell certain products and services. Franchisor’s election to not terminate the Franchise Agreement pursuant to this paragraph shall not constitute an election of remedies and franchisor may, thereafter, terminate the Franchise Agreement on account of the same or any other event(s) of default as set forth herein.

Chapter 20: Expansion and Relocation Requirements

Franchise expansion, new territory, resale purchase or territory expansion

This section reviews the procedures related to expanding your business through acquisition of a new territory or resale purchase or through geographic expansion of your existing territory. Any expansion to a current Concrete Chiropractor ® business requires approval by Concrete Chiropractor ®. Once the process is completed and all necessary information, is submitted, Concrete Chiropractor ® will review and contact you with a decision within 30 to 60 days of submission of all materials. Operations and Franchise Development will be happy to assist you with completing the Expansion Review Worksheet available from Concrete Chiropractor ® or to answer any questions you m

ay have. The Expansion Review Worksheet explains the process and procedures to obtain expansion approval as follows:

1) Contact Concrete Chiropractor ® Operations and Franchise Development Department to discuss your interest in expanding

2) Review and complete the Expansion Review Worksheet

3) Speak with Kris Winters in Franchise Development (kwinters@concretechiropractor.com) on the availability of new territory and/or geographic expansion areas

4) If you have not had a QAR in the past year contact Concrete Chiropractor ® to schedule one

5) Develop a business plan for this addition and indicate the impact it will have on your current business. The business plan should include the following:

a) Demographic analysis of the decision

b) Staffing plan

c) Marketing strategies

d) Service specifics: Hours of operation, services offered etc. 

e) Projections for revenue and costs for new venture

Chapter 21: Concrete Leveling Manual
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Chapter One
Introduction to Concrete Raising

Concrete raising is a method of concrete repair that has been used for approximately 80 years. The purpose of this manual is to provide you with the basic necessary informational tools to raise concrete.  However, it is up to you to take these tools and techniques and develop your skills in the art of concrete raising. You may develop different techniques based on your daily operation that may help you increase your own efficiency. This manual should be accessible during your daily operation.  

This manual will familiarize you with all basic aspects of concrete lifting such as why concrete settles, how we correct it, types of materials and mixtures, your equipment, hole placement, concrete finishing and placing and the actual concrete pumping and leveling process. Please refer to this manual as your first source of information.

To make this manual as easily understandable as possible, we have taken over 40 years of history in masonry construction and over 20 years of operating a successful concrete raising service and have passed this information on to you through writing, charts, and diagrams.  If you have any thoughts or suggestions on what may make this manual easier and more user friendly to understand, we welcome you to bring those suggestions to our attention for consideration.

Sincerely,
Kris Winters

The Concrete Chiropractor LLC.

Wintco Licensing 

Chapter Two
Causes of Concrete Settlement

Prior to raising concrete, it is important to understand why concrete settles and fails. This will help you evaluate and estimate jobs while reducing the chance of return to your jobs for warranty purposes. I have broken this down into two of the main causes:

Lack of or poor soil compaction - Prior to the placement of many concrete slabs, soil is graded around the perimeter or inside of the home or building.  Often, the soils are not compacted, or poorly compacted.  Concrete longevity is only as good as its base.  If the base settles, so does the slab that was placed on the base over time. The time for these soils to reach full compaction can vary. We prefer to raise concrete that was placed at least ten years prior to reduce the chance of returning under warranty. Below are some examples of common areas that will tend to settle over time. 
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Sidewalks - Prior to the placement of the sidewalk (especially behind curbs where they were excavated for curb depth). Joints between a curb and walkway needs to be sealed to prevent future soil erosion

Garage floors – Perimeter footings and walls are constructed. To establish floor grade height, fill is often placed prior to installation of the concrete floor.
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Pool areas - When excavating for the placement of an inground pool, they will normally excavate into the grade so they can take the fill dirt that they dug from the grade and build one end of the pool area up.  This is normally where you’ll see the major settling (on the area of the pool where the grade has been brought up.  You will also see pool concrete settling right next to the sides of the pool wall.  This is the area that they will have to over dig slightly to install the pool.  This area will also settle.
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Under utility lines - Utility lines are typically run from the street inward toward the home or building. Water, electric and gas lines can be several feet below the slab. Especially in frost regions of the country. They are often located under public and entrance walkways. When soils have been trenched, then backfilled.  Some indications of this will be a utility access cover being placed in the concrete sidewalk slab, or by marks painted on the curb or roadway in line with the concrete settlement (white, blue, yellow, etc.)

Living area floors - Houses that are built on a slab without a basement will sometimes have fresh fill/soil placed under the slab to level the area off prior to placement of the concrete.  When this fresh fill settles the concrete fails with it.  An indication of this would be a space between the bottom of the base trim/paneling/wall and the surface of the concrete.
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Areas next to home or building – As seen in this photo, soils are excavated for the installation of a basement under the home. While this is a full basement, the principal is the same around most foundations. The dig zone around these areas can typically vary from two (2) to six (6) from the foundation or footing outward.  They will then backfill this area with fresh fill.  Over time, this fill can settle for a period of years. Deep excavation combined with poor compaction will typically take longer to finish settling. This will result in the failure of any patios, steps, walkways, porch tops, driveways, etc., that has been installed closest to the foundation or basement wall. We have personally seen settlement occur for fifteen years next to deeply excavated basements. 
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Warehouse floors - This would be a similar situation to living area floors described above but on a larger scale.  Fill is placed underneath the slab and graded off.  When the fill settles so does the concrete.

Settlement due to water – A known cause of accelerated settlement and ground movement is a concentration of water. One example of this would be roof downspouts discharging next to a walkway, patio, etc.  Another would be with hills that are pitched toward homes causing water to puddle or lay, causing ground saturation. The last mention is wide open concrete joints that are not sealed. This applies mostly to large slabs that collect and pitch water toward an open joint. This will also cause excessive slab movement in colder climates in which ground water will cause soils to freeze and expand. Once you complete the job, advise the property owner to correct this problem in accordance with your warrant terms.

Causes of potential further settlement- Most settlement “typically” occurs within the first five to seven years although it can occur much longer as described previously. There are also certain problematic circumstances in which settlement can take place after the raising of concrete. Below are some examples. Should you determine any of these problems are present, the best option is to make your customer aware these situations exist and adjust your warranty terms accordingly. 

A banked area- or pool area or that was built up several feet from the natural grade. Especially if improperly installed without a soil retention system such as a retaining wall, hills and steep banks are subject to soil erosion and are much more susceptible to a longer period of settlement. 

Concrete slabs that were installed over organic material- Examples of this are:  

1) Large tree root systems that existed onsite and were not removed. 

2)  A hole where construction debris has been buried. i.e., plywood, 2”x 4” s, sheetrock, etc.  

This underground material can continue to decay for years, causing continued failure. While they are rare, it is difficult is know they exist unless a property owner brings it to your attention.

By advising a property owner to address these issues and stating that they correct them as part of your warranty terms when submitting your proposal, you will reduce your chances of returning to warranty items you may not have had control in preventing.

Pro Tip- When having your initial phone conversation with the customer, gather as much history and information regarding the age of the structure you are working around to determine the odds of future settlement. Job warranty should be based on the age, depth, and base makeup of supporting soils. Water issues should also be taken into consideration as they will continue to wash out base soils and cause failure. New construction experiencing immediate settlement within the first five years should be contracted as part of a damage reduction plan and offering or not offering a warranty should be considered and the terms should be specifically stated in your contract. 
Chapter Three

Understanding Issues For Proper Resolution

To efficiently run your business, it is important to understand what motivates customers to contact Concrete Chiropractor®. It starts with a customer having an issue related to concrete settlement. These concrete issues are causing the customer grief financially, legally, or conscientiously through a trip and fall hazard and property devaluation. Customers are not actually buying your service because they want to spend money on concrete repair. What they buy is a solution to a problem that will relieve them of their financial, legal, or moral obligation.  They choose their service based on quality, service, or price. Below are few examples:

· Liability & Safety - Sidewalk
(Insurance companies will often make property owners correct their concrete to maintain coverage and reduce injury claims. Homeowners associations need to have a concrete maintenance program in place to meet inspection requirements. Municipalities have also been known to enforce against homeowners that do not maintain their public walkways. (A pool area with uneven concrete, etc. is also a safety hazard)  

· Damage - Patio/Walkway Areas

(A patio or walkway pitched toward a basement foundation can create damage to the basement walls through moisture and frost issues which can crack a basement wall, cause mildew, or wet basements.)

· Property Value - All Concrete Areas

(Concrete that is in poor condition can result in decreased property value upon sale.  This issue often can present itself upon home inspection and can delay the sale of a property.)

Two very motivated customers are those needing to repair concrete as a condition of home sale, or those customers that have just experienced a trip and fall injury due to their concrete.

Chapter Four

How We Correct Concrete Settlement

This chapter is written to give you a basic understanding of how we correct settled concrete. While this method is successful and can be profitable, it is still a bit of a blind science and a successful outcome cannot be guaranteed.

Non-structural, non-weightbearing concrete slabs that are poured on grade, although heavy, have buoyancy to them. This means it is possible to float them back up into position when a material is injected through and under the concrete slab.

This is done by drilling a hole that is typically 1” (the size of a quarter), through the surface of the concrete slab and placing a hose and nozzle into the hole. Several holes are placed in specific areas of each slab to equalize the raising pressure, steer the slab back into position, and raise it evenly. An earthen/cement slurry is then pumped under pressure through the hole and underneath the slab.  

Once the slab is raised back into position, the holes are scooped clean and the slab is washed. The holes are then plugged and patched with a quick set, high strength cement.

Slabs are ready for immediate use in 95% of the cases.

Chapter Five
Concrete Raising limitations and basic construction principles.

While concrete leveling is the solution to many settled concrete problems, it not recommended under certain conditions. It is in the customer and your best interest to only save concrete with a reasonable service life as it can affect your reputation in the long run. The following examples will help you determine when concrete raising should not be considered:

· Winter weather conditions - Concrete leveling should not be attempted when the soil sub subgrade beneath concrete is frozen.  This can cause the slab to freeze fast to the ground surface.  This can prevent you from being able to level and raise the concrete.  An even bigger concern is once the ground thaws.  You will have settlement and it is highly likely you will need to return under the terms of warranty.

· Disintegrated concrete - Concrete in poor condition that is beginning to crumble should not be saved.  The concrete will further disintegrate and will need replacement soon. 
· Badly cracked concrete - While concrete may have an occasional crack or two, it can still be saved if the surface and slab are basically solid.  However, concrete that is broken into several small pieces or small triangular areas, you will not want to consider raising.  These small pieces will tend to separate while lifting. Long-term durability and stability will be low.
· Restricted concrete - There are certain things that may have been placed in or on top of the concrete slab during or after it was poured. If you see a restriction that cannot be removed and will prevent the concrete from being raised to its desired height you should not attempt to raise the concrete unless the restriction can be removed. Frequently, things are constructed on top of concrete slabs after settlement has taken place. These items can prevent you from raising a slab it back to its desired height. 

Restriction examples are:

· Decks

· Masonry or wood steps  

· additions  

· steel rebar poured into a slab and pinned into an adjoining wall 

(You will sometime notice marks resulting from the rebar dragging downward on the wall, or the edge of the concrete slab popped where the rebar was installed).  Some of these slabs are still savable if you feel the rebar will flex or can be cut to allow for movement.

· Hollow concrete – Rare and typically applies to above grade concrete.  An example of this would be the slab on top of a raised porch, or a raised patio area. 

In these cases, the porch or patio slab is not resting on fill. A platform of wood or metal is first formed.  Next, the concrete top is poured and is resting on the side, front, and possibly the rear wall. The slab bridges the area, and the base remains hollow.  

If you encounter this type of construction, you will notice immediately upon drilling your first access hole. Your drill bit may completely sink in its entire depth.  You can check how deep these voids by either sticking a tape measure or broom handle down into the hole.

Proceeding to fill a porch or patio that has an extremely large void as described above is not suggested. Concrete Chiropractor proposals include language in which you cannot guarantee your customer a successful outcome. It is best to abandon concrete raising jobs that you encounter under these rare circumstances, as it is not financially feasible for neither you nor your customer.  

There are other types of jobs that are known to develop larger voids due to severe soil settlement which will be addressed under estimating. It is best to price those jobs on a time and material basis. 

BASIC CONSTRUCTION PRINCIPLES
There are basically two types of masonry.  First is masonry that is constructed not be subject to movement, such as footing, wall or column.

Footings and Walls
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Example 1. Garage footing 

(The floating slab is poured once soil is backfilled)

Example 2.   Brick Columns with concrete footings 
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The second example is concrete slabs that have been poured on grade in and around the home or building. They are not supported by a footing. When they are placed on disturbed soils and those soils settle, the concrete slab will fail. 

Examples are:

· Pool decks 

· Patios

· Garage floors

· Homes with floating slab floors 

· Warehouse floors

· Porch tops

· Steps

· Sidewalks

Here is an example of a slab poured on grade. You will notice the perimeter of the building is supported by pole frame construction that are footed columns. The floor is poured on grade and is not connected to the building structure. This floor is a “floating slab”. Should the slab have any downward or upward movement due to soil settlement or frost, it is free to move without restriction. 
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Example of a Floating slab 

You will often notice that these floating slabs on grade will be poured and placed up to a wall that is footed and that has not moved. This will indicate the originally poured concrete height.
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Line Example:

Restrictions

There are several things to consider when evaluating a concrete raising job to determine a successful outcome.  This can range from initial improper construction practices such as using a floating slab to support a column, steps, decks, additions, and other construction. 

There are also cases where bearing walls that support a second story of a home have been improperly constructed on an interior slab with no footing.  You may see signs such as cracked sheetrock walls and doors or windows that are out of plumb or level or may not open or close properly. (When there are structural concerns, it is recommended to consult with an engineer so you can price and perform the repair based on their professional recommendations)

Often, there has been changes made over a period of years to the home such as new siding, garage door tracks or trim installed down to the concrete slab height after it had settled. 

Below are “some” of those things:

· Walls
· Trim
· Posts or columns
· Decks or steps
· Kick plates or trim under home doorway entrances
· Garage door tracks or trim
· Sheds or additions
· Fence posts
· Home utilities such as gas or electric (Call for a line mark out)
· Downspouts and pipes

For items that can be trimmed or removed to proceed with the repair, you can consult with the homeowner based on how extensive the work may be along with who will take responsibility for the completion.

An example of a restriction 
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Chapter Six
Materials and Mixing. Patching of Holes.

There are several different types of materials that can be mixed with Portland cement and injected to raise concrete slabs.  Your material use will be based on what is available in your area, along with Concrete Chiropractor approval.  Examples of some materials that can be used are listed below:

· infield mix (a heavy sand/clay material that is used for baseball fields)

· Screened soil mixed with sand (topsoil must be non-organic)

· agricultural lime mixed with sand

Any materials that you will come across will need to be mixed with Portland cement to gain strength and help prevent failure. You want to choose a non-organic material as organic materials decaying over time causing settlement. 

Other factors you need to base your material selection on are availability and workability of the materials. You want a material that is inexpensive to use and readily available. The perfect material, when mixed with water, will turn greasy or slick like a mud consistency. It is this slippery consistency that will make the material pump easily.  

Whether the material has sand naturally or you add your own to the mix, the percentage of sand in the product is important. Too much sand will cause the material to dry pack in the pump, cylinder, hose, or nozzle.  

A screened material is important. Material with sticks, stones or debris will jam the pump or nozzle cause you grief and time loss while completing your jobs.  

Below is a list of what you should look for in your search for materials:

· Availability – Readily and always available 

· Cost - Inexpensive to use

· Non-organic - Will not decay causing settlement

· Workability - A material that will turn slick when wet, has the right combination of sand and clay, and will not dry pack or jam the pump

· Clean - A material free from sticks, stone, or debris (A screen box can be added to the pump to reduce material jams) 

Mixing Ratios

While the general mixing ratios will be fairly accurate, you may need to adjust your water ratio as needed for workability. A Concrete raising grout will need to be mixed to a 500 psi. minimum compressive strength. Strength can be increased under certain circumstances as needed or to meet engineering specifications. 

The ratios listed below should meet these specifications. An ASTM compressive strength on the chosen material will yield those results. 

For one (1) part products that contain their own sand (i.e., infield mix or certain ag lime), you can use the following formula:

Mix twelve (12) parts of material to one (1) part Portland cement

For materials that need the addition of sand such as topsoil, the following mix will apply:

Mix eight (8) parts of topsoil to four (4) parts sand to one (1) part Portland cement

Mixing Instructions 

1. Service and check mixer in accordance with manufacturer’s instructions.

2. Engage blades.

3. Add 3 or 4 gallons of water to mixer depending on the dryness of the material 

4. Place your twelve (12) parts/shovels of material in mixer.

5. Add or adjust water, as necessary.

6. Add one (1) part/shovel Portland cement.

7. Place twelve (12) more parts/shovels of material to mixer.

8. Add or adjust water, as necessary.
9. Add one (1) more part/shovel Portland cement.

10. Add twelve (12) more parts/shovels of material to mixer.

11. Add one (1) more part/shovel Portland cement

12. Make any final adjustments to achieve desired mix consistency

Pro Tip- It is recommended to make your mix on the drier side, then adjust water accordingly based on job requirements prior to discharging the mix into the pump. Material mixture is dependent upon the consistency needed for each job.  It is recommended to mix on the drier side and loosen to the consistency for each job. 

Dry – Using a drier material will give you faster lift but less spread.  You will want to use a stiffer/drier material when you need to manipulate concrete back in to position in fewer quick pumps prior to filling, without material running out of or escaping the edge of the slab. The example shown below of a narrow, 3’ wide length of pool deck shows general hole placement. 

A stiffer material for the initial raise is recommended under these circumstances. 

You can loosen and fill to get additional support once the slabs are in place.
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Material that is mixed too loosely

Wet - When the material is mixed wet it will give you more spread and slower lift.  You will typically want to use a wetter material when you are raising large slabs. This will allow material to flow further outward from your drill holes as far as possible to give proper fill and support. Some examples would be large slab areas such as patios, garage floors, and home or warehouse floors.

Mixing too dry will not spread properly. (It call also dry pack and jam longer lengths of hose) that are shown in this supermarket floor repair.  
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DRILL HOLE PATCHING MATERIAL AND APPLICATION

While raising concrete, you will come across a variety of concrete surfaces. From standard concrete used in walkways, patios, pool decks, and floors, to stamped or colored concrete. It is impractical, if not nearly impossible, to match the existing concrete when patching holes due to the following factors:

· The age of the concrete you are leveling


As concrete ages, it will go through color changes due to bleaching from the sun, weathering and dirt, leaves, mildew, and debris forming on and staining the surface.

· The materials used in the concrete


When concrete is initially poured, certain sand, Portland cement, stone and/or other products that came from specific quarries or suppliers were used.  These products based on where they originated from can vary in color and consistency. 

· The materials used to patch holes

Concrete Chiropractor uses a quick set, high strength cement for hole patching.  It is stronger than standard cement allowing for a more permanent repair. It also sets much quicker allowing the concrete to be put back into service within a short period of time. To achieve these qualities, this type of cement uses a different Portland for quick set and a finer sand for smoother finishing that the original concrete you are working with.

While it is possible to tint cements to achieve a closer match, it is impractical and can be incredibly challenging and time consuming. It is also difficult to accomplish within the time it takes to service a concrete raising job. 

One recommendation you can make to your customer is to obtain paint charts from a local paint supplier to lay on the concrete surface. Or if a small piece of concrete is available, it can be used as an example for matching purposes. A masonry grade paint can be mixed or tinted to touch up and blend holes as close as possible to the existing concrete.

PRO TIP- Using newer, sharp drill bits and good quality control when drilling and patching, it is usually possible to minimize the visibility of the holes.  Drilling into a poor grade concrete will tend to damage more than high quality concrete which is a factor beyond your control.

PATCHING MATERIAL
The material to obtain for patching of the drill holes is a quick set, high strength cement. A product that has been used successfully is “QUIKRETE” quick setting cement.  This product may or may not be available in your area.  However, other similar and comparable products should be readily available.  Base your patching material selection on the following factors:

Availability - A product that always stocked and readily available. (It is suggested to keep a stock of this material in case of a short-term disruption in availability).

Workability- A product that has good workability and leaves a good result

Cost- A product that is reasonably priced.

PATCHING MATERIAL MIXING AND PLACING INSTRUCTIONS
If you attempt to patch your drill access holes while they have water remaining, or the surrounding surface is saturated, it will lead to an unsightly hole repair. They will also tend to dry much lighter color and cause the holes to be more visible. 

You will need to draw any remaining water out prior to patching. This can be done is with a sponge that is often sold in the masonry or cleaning section of your local home improvement store. You can also accelerate the drying time of the slab surface with a good quality leaf blower.

Below are the steps for mixing the material and patching the drill holes with it:

· Prior to patching any holes, you must first scoop out the pumped material to allow for placement of the patching cement in the hole.

· Wash the concrete surface area with a broom and hose.

· Use your turkey baster to suck the water from the holes and allow the surface area to dry from the sun or by using your leaf blower to blow the surface area and holes dry.  (Note:  Make sure holes are dry and do not have water in them prior to patching or it will cause the water to rise, dilute the patching material, and smear when troweling the surface)

· Use a small bucket or pail and a square margin trowel.  Place a small amount of material in the bucket to patch the number of holes you feel you can handle in a five (5) to fifteen (15) minute set time.  Start with small amounts until you master the process.
· Add water slowly into the bucket or pail in small amounts and mix until you achieve a consistency like mashed potatoes. Use a small, narrow trowel and scoop some material onto the tip of the trowel and skillfully place it into the hole.

· Pushing the patch material down into the hole, smear the material to the inside walls of the drill hole.  (This will create a better bond and prevent the patch material from popping back out of the hole over time.

· Lightly work the material into the hole with the back side tip of the trowel.  Cut any excess material with the edge of the trowel and place it back into the bucket. DO NOT OVERFILL THE HOLE. 

· Lightly trowel the material evenly to level it off with the top surface of the concrete slab. Do this without smearing the material onto the concrete surface.  If the material is wet, it will have more of a tendency to smear.  You can avoid this by allowing the material to set a bit before attempting to finish.

· Once the material is firm, you can finish the material with the trowel or by rubbing lightly with a rubber float or dry sponge. (Rubbing will have a tend to make the hole lighter.)

Pro Tip- Do not overwater the patching material when mixing.  Do not overfill the hole and smear the material. Allow the material to set up slightly before finishing.

BACKER ROD AND CAULK

(CRACK REPAIR)

Concrete will move due to frost and settlement or develop shrinkage cracks.  Cracks and form due to improper joint placement or concrete thickness. It is never recommended to patch a concrete crack that is subject to further movement with a cement material that lacks flexibility. 

To perform a concrete repair so it will have any long-term permanence, it is necessary to use a product that will maintain flexibility in its dry state to handle movement.  Below are products that are often used for crack repair and joint sealing:

Self-Leveling Urethane Caulk - This caulk when dry has excellent flexibility.  When fully dry it has a rubber-like, flexible consistency and remains durable as a long-term repair.  Due to its self-leveling properties, it is necessary to fill the crack or any tiny voids with backer rod or sand prior to the application of the sealant.  There are several different manufacturers of this product. The product is typically sold in 10 oz. and 30 oz. tubes.  It can also be purchased by the case. 

Flexible/Tool-able Crack Repair Sealant- Many companies offer concrete repair caulk or sealant that you can apply into the crack and smooth out with a tool. Small cracks will not typically require backer rod or sand as the product does not seep into the crack. These products need to be smoothed with a tool such as a masonry slicker or trowel.

Backer Rod - This product is sold in small packages and by the foot. Home improvement centers will typically sell the small packages while you may need to search for a distributor to purchase in bulk.  “Soft Cell” backer rod is preferred as other types of backer rod can swell and gas causing the surface of the sealant to bubble.  It will range in diameter size from 1/4 inch on up.  It is a foam-like rope product that can be bent, compressed, and manipulated into the concrete crack to fill any voids.  Even the slightest void must be filled prior to the application of urethane self-leveling caulk.  If these tiny voids are not filled, it will allow the caulk to flow down through them creating a depression in the finished caulk surface. When using backer rod, do not over fill the joint. You need to maintain a depth of roughly half the width of the joint to a maximum of a 1/2 “inch. 

Sand- Using a dry, fine play sand that can be swept into the crack or joint can be simple to work with as there is a bit of a learning curve to the backer rod.  It also tends to be readily available. As with the backer rod, you will need to maintain a depth of roughly half the width of the joint to a maximum of a 1/2 “inch. 

APPLICATION INSTRUCTIONS FOR BACKER ROD/SAND AND CAULK

(CRACK REPAIR)

Prior to the application of backer rod and caulk you must first prepare the crack. This will include chasing and cutting the crack open with a hand-held grinder and masonry blade. This is to remove any chipped or loose pieces and open the crack for the application of the backer rod or sand. It is also necessary to clean any dirt from the crack prior to the application of caulk.  You can do this by washing the crack with a hose if you have drying time, or by blowing the debris out of the crack with a leaf blower. The following steps are used for crack repair:

· Chase and cut the crack open with a masonry blade.

· Wash the crack with a hose or blow any dirt out of the crack.

· Be sure the crack and surface are dry prior to applying any material.

· Force the backer rod or sand into the crack to fill any voids leaving it about 3/8” to a ½” inch below the concrete surface.

· Option A- Apply urethane self-leveling caulk in the crack filling it even with the concrete surface.

· Option B- Apply a flexible/ tool-able masonry caulk and smooth with the proper tool.

· Caution tape or cone off area to prevent foot traffic until dry.

Note: Urethane caulking material will not typically match the color of the concrete. When choosing  urethane as a repair product, you should first consider how bad the crack is you are looking to repair. A fine or “hairline crack” that is less than the width of a credit card is typically best if left alone as it does not cause any hazard or allow enough water to enter and cause further damage. The repair would most likely look worse than the crack itself due to material color differences and having to grind the crack wider to repair it.

Pro Tip- Use discretion as to whether the crack warrants a repair that will make it more visible. Read manufacturer’s instructions prior to application. Use care not to overfill the crack with sealant. Keep gloves, rags, and solvent on hand for cleanup. First focus on a small area until you are comfortable with larger repairs.

Chapter Seven
YOUR EQUIPMENT

This section is to familiarize you with some basic equipment and how it is used.  Based on the equipment package you choose; operation and maintenance procedures can differ. You will be using your equipment frequently or daily in the concrete leveling process. It is extremely important to keep your equipment maintained and in proper working order to prevent or limit breakdowns and malfunctions on the job.  A little maintenance goes a long way in preventing loss of time and money due to failure when you are depending on the equipment to perform properly. Outlined are some basic maintenance tips for concrete leveling equipment.  Always refer to the manufacturer’s owner’s manual written on any equipment.

Note: Based on mechanically ability, it is advisable to establish a working relationship with parts suppliers and repair facilities prior to a mechanical failure occurring to limit down time.

Depending on how your equipment is outfitted, this is a general guideline and overview of some equipment you may be working with.  Familiarize yourself with the following as necessary:

Water Pump/Water Tank/Hose Reel – Your equipment may be equipped with a portable water tank and hose reel for on the job for mixing, job wash up and equipment maintenance. This equipment does not typically require daily or weekly maintenance.  However, there are some things that you should visually inspect daily to avoid equipment failure, which is outlined below:

(In colder climates- Water will freeze at 32 degrees Fahrenheit.  Low temperatures can freeze and expand inside the water pump head and water lines causing damage.  While concrete raising is not advisable during sub-freezing temperatures or on frozen sub grade, there is a transition period where temperatures will dip at night, but it is still possible to raise during the day. If you are complete jobs during this time, you will need access to water. This can be done by:

· Draining the water tank, pump head and lines at the end of each day to prevent frost damage. It may be necessary to blow out the line with air to vacate all remaining water.

· The use of a hose onsite, bypassing the equipment water system.

Generator and Electric Reel - Your concrete leveling package may be equipped with a portable generator and retractable electric cord reel. The electric cord reel is designed for outdoor applications and will not need maintenance unless there is a cord or reel failure, however; the generator should have maintenance performed on it on an as needed basis. Follow the equipment manufactures recommended maintenance schedule for the generator and electric reel.

Cement Mixer - The cement mixer is used daily to mix your pumping material.  While durable, it is one of the hardest worked pieces of equipment and is subject to wear from water and abrasive damage to the bearing and or blades. It must have daily maintenance performed to achieve a long service life. In addition to the manufacturer’s service manual, we recommend the following:

1. Rinse mixer from top to bottom after each mix to reduce material build up.
2. Wash mixer thoroughly at the end of each day. (More frequently on hot days.)

3. Grease all fittings daily. (This prevents premature bearing wear from water.)

4. Service according to manufacturer’s instructions

CAUTION:  NEVER PLACE HANDS OR TOOLS IN A RUNNING CEMENT MIXER. Wear necessary Personal Protective Equipment (PPE).

Grout Pump - A grout pump is an extremely important piece of equipment, which has limited availability. These pumps are durable, but if this piece of equipment fails it will bring your business to an immediate halt until the pump is repaired, as the type of pump is not found at rental yards. Therefore, it is extremely important to keep the pump in good working order through frequent inspection and regular maintenance. It is also advised to keep on hand standard wear and maintenance parts for emergency access. Always refer to the equipment manufacturer’s owner’s manual for regular maintenance and parts availability.  Below is a basic maintenance schedule for the pump:

1. Wash pump and hose out thoroughly daily.  (Do this twice daily on hot days.)  

General washup instructions:

a.)  Rinse material hopper from top to bottom and scrub with a long handle course bristle brush.
b.)  Pump dirty water from hopper and flush bottom of hopper and grout cylinder area with water hose.  This will allow water to circulate through the pump cylinder and out through the hose.
c.)  Remove any drain plug from the bottom of the cylinder and remove the hose from the front of the pump.
d.)  Flush cylinder clean by alternately spraying water into the front of the pump and to the bottom of the hopper until the pump is discharging clean water.

2. e.)  Flush pump hose and nozzle clean with water.

f.)  Replace plug in bottom of pump and store clean hose and nozzle in hopper.

g.) Change engine oil, hydraulic oil, fuel, air, and hydraulic filter based on manufacturer’s recommendations.


To maintain good service life and minimize equipment failure or down time, proper equipment maintenance should be given as much emphasis as completing the job itself.  

Pro Tip- Form a habit of visually inspecting and monitoring your equipment the start, throughout and end of every workday. Keep a to do list in your work vehicle and note anything you see that will need attention as a reminder. Stay ahead of maintenance to prevent losses due to equipment failure. It is recommend to purchase back up equipment as you grow your franchise. Read and follow equipment manufacturer’s recommendations.

Demolition Saw – A demolition saw is subject to hard use. Two important maintenance items for long-term use and performance are a proper oil mixture and clean air filter.  An improper oil mixture can cause premature engine damage. An air filter that is not cleaned or changed regularly can cause pull cords to break from overuse or extension, due to hard starting. If dust passes through an overloaded filter, it can also cause carburetor or engine damage.

A typical demolition saw uses a two-cycle oil/gas mixture.  It is important to maintain this gas to oil ratio.  Too much oil will cause spark plug fouling and the saw not to run properly.  Too little oil (which is much worse) will cause the saw to run hot, starving for lubrication, and can cause premature engine damage. Follow the manufacturer’s maintenance recommendations but pay close attention to the proper oil/gas mixture ration and maintaining a clean air filter.

CAUTION:  WHEN OPERATING THE DEMOLITION SAW KEEP YOUR HANDS, FEET, LEGS, AND ALL BODY PARTS AND ITEMS CLEAR OF THE SAW.  ALWAYS USE EYE, EAR, AND RESPIRATORY PROTECTION. FOLLOW ALL ANUFACTURES RECOMMNEDATIONS
Hammer Drill – A hammer drill is used to access holes through the concrete slab.  A good quality drill is generally maintenance free, durable, and ready for long-term use. However, based on time and use, they will need service. Keep the drill chuck and bit clean and lubricated.

Refresh drill bits often or as needed. A drill bores faster and with less stress with a drill bit that is in good condition versus worn. Also, bits in good condition drill cleaner holes, typically with less chipping. 

CAUTION:  THESE DRILLS CAN BE EXTREMELY POWERFUL. FOLLOW ALL MANUFACTURER’S RECOMMENDATIONS AND WARNINGS!

Note: It is important to supply the drill with a proper power source, extension cord and length, based on amperage and voltage drop. An insufficient power source or voltage drop can result in costly equipment failure and or loss.

Chapter Eight

DRILLING AND HOLE PLACEMENT

CAUTION:  BEFORE DRILLING THROUGH CONCRETE, BE FULLY AWARE OF THE LOCATION OF ELECTRICAL AND UTILITY LINES WHICH MAY BE UNDER A CONCRETE SLAB. FOLLOW ALL STATE AND LOCAL REQUIRMENTS PRIOR TO DRILLING. OBTAIN LINE MARKOUTS WHEN REQUIRED OR IN DOUBT PRIOR TO DRILLING!

Prior to drilling holes through concrete in need of raising, you first must decide what size bit you will use based on the application and what your hole placement pattern will be. 

The two concerning factors are hole visibility versus material requirements based on a void or sever drop.

Hole visibility- Concrete areas such as pool deck’s, patios, stamped or colored concrete, stone covered concrete patios, etc., should be drilled using a smaller 1” diameter bit and skillfully or neatly patched.

Material Requirements- Larger floor areas such as garage floors, floors in homes, warehouse floors, etc., do not have the same visibility concerns, but can require more materials based on floor size or voids. Hole visibility is generally not a concern in these cases. A larger 1½” hole with allow a higher volume of material to be injected in less time and therefore should be considered when practical. 

Hole Placement- Prior to drilling any holes, you must first assess the job and determined a plan of hole placement and repair from start to finish. Hole placement is determined by visualizing where the necessary lifting point(s) will be located to raise the concrete. Start by visualizing these points as if you were using your fingertips to push and steer the concrete back into position. 

It is recommended to begin at the lowest or deepest point of settlement by drilling just one or two access holes. Once grout is pumped into these holes and concrete movement begins, additional holes or (lifting points) are drilled to steer the concrete back to its original position and fill any voids that exist or develop is the concrete raises from its settled state.

The Hole Drilling Process
Take the following steps when drilling grout access holes into concrete slabs:

1. Select proper size bit based on application. 

2. Place drill on hammer/drill setting.

3. Plan where you will locate the original holes. 

4. Hold drill firmly and begin drilling. Once the drill bit penetrates the concrete slab, slightly drill the base soil one or two inches so the grout has a starting point to begin to fill and lift.  Drill one or two initial holes to begin grouting.

5. After you begin to inject grout and the slab is moving well, continue drilling additional holes based on your selected pattern.

Pro Tip- While first learning the concrete raising process, it is common to either drill too many holes, or not drill holes in the proper locations.  As your skill level improves, you will find yourself drilling less holes with better accuracy.

It is best when beginning to only drill a few initial holes. By drilling these first holes and injecting grout, you can monitor the slab for movement. Once movement has begun and the concrete is successfully raising, additional holes can be drilled in specific locations to manipulate the slab back into place, support, and fill as needed.

[image: image19.jpg]~ SoDA DIPS
SNACKS  COCKTAIL MIXES
SELTZER DRINK MIXES






[image: image1.wmf]Hole Placement For Pool Areas

 

 

Settled away from pool

 

Settled toward pool

 

Holes Placed to outside edge
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Caution :  

Before drilling any pool deck areas, have the owner mark 

any electrical, water supply and return lines, etc. prior to doing any 

drilling so you can avoid drilling through them. Make them aware 

that you are not responsible for drilling unmarked lines.

 

Attention : 

When lifting inside concrete edges around pools made of 

galvanized metal, fiberglass, or other flexible sided material, you need 

to lift cautiously while watching the inside wall of the pool to avoid 

bowing the wall inward. Keep the mix on the stiff side for a quicker lift 

with less spread.
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                        ( Concrete Steps Only )

 

For concrete steps you will place the holes on the settled side of 

the steps in the middle of the tread. You need to keep your mix 

stiff in order for a quicker lift without the material escaping 

from the bottom of the steps. Make sure your bit is long enough 

to drill through the steps. Form steps to prevent material from

 

Escaping if necessary.

 

Steps poured into a bank are “ 

usually

 “ only poured 

about 12” thick . You can normally drill through 

them and into the ground.  You should always carry 

 

a 36” bit with you for steps for when they are thicker.

 


Chapter Nine

TYPES OF LEVELING JOBS AND PRECAUTIONS

This chapter is to increase your awareness of potential problems that you can encounter. Here as some helpful tips by job type.  

CAUTION:  BEFORE DRILLING THROUGH CONCRETE, THE WORKSITE MUST BE ASSESSED FOR UTILITY LINES, POTENTIAL RESTRICTIONS OR POSSIBLE DAMAGE OR INJURY THAT CAN OCCUR.

IF CONCRETE IS NOT BEGINNING TO RAISE AND THE PUMP IS ACCUMULATING PRESSURE, STOP! AND ASSESS, OR DAMAGE CAN OCCUR.

Public Sidewalks - When lifting sidewalk sections, you must be aware of any utility lines or drainage pipes that may be directly below the surface.  It is a normal practice to run utility lines from the street, under the sidewalk and to the residence or building. 

Public utility companies must follow certain depth requirements base on frost, etc. Access covers for shut off valves, etc. are commonly placed in sidewalks during initial construction.  They are typically a two-piece sleeve to accommodate for slab movement. Raising of these sidewalk slabs is normally achievable without difficulty.  Should you have any concerns, contact your local utility companies regarding any questions.

Occasionally, downspout or drainage extensions from a home or building are run under a sidewalk and through the curb. You can look at the curb line prior to drilling to determine this to avoid drilling through the pipe. 

Residential Sidewalks - With residential sidewalks, look for down spouts from roofs, electrical lines to light posts, drainage lines, etc., prior to drilling.

Steps - Before lifting solid concrete steps, take notice of restrictions that can prevent you from raising them back up into position.  An example of this is hand railings, siding, trim under doors, etc. 

Restrictions must be removed prior to raising, or damage will occur. Depending on your skill level and job requirements, you may want to defer to the property owner for restriction removal prior to your arrival to complete the work. 

Pool Areas – Most pool lines are at a depth that that will not be affected by drilling through a 4” thick concrete slab. However, we have rarely seen situations where lines have been placed shallow below the concrete. It is recommended to advise the property owner to mark any lines prior to the start of work. Especially if you suspect there may be a situation that warrants it, or if you suspect a line that was placed shallow when evaluating the job.

Inground pools are constructed of several different types of materials. The strongest, well-built pool is a steel rebar reinforced concrete pool. These pools are not known to flex when raising a deck around them.

Pools constructed of other materials, such as galvanized steel walls, fiber glass, wood, or liner pools, need to be closely monitored while pumping and raising to avoid an inward bowing of the pool wall. Through proper monitoring, proceed based on your risk assessment as you are raising.

NOTE:  NEVER ATTEMPT TO RAISE CONCRETE AROUND AN EMPTY IN GROUND POOL.  WATER PROVIDES BACK PRESSURE.
Pool Coping Styles And Raising Tips
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Garage & warehouse floors, patios, etc.

 

For large slab areas you will need to drill your holes in a W pattern against the wall side 

of the slab. This will allow for lifting along with filling the rear holes for support. You 

want to pump a small amount in each hole. Hop from hole to hole with the pump nozzle. 

This will  keep equal, distributed pressure under the slab and will help to reduce cracking 

of the slab. A slab will occasionally settle in reverse of this and away from the wall. Just 

reverse the process of drilling.

 

Hole Placement example 

when floor is cracked and 

settled toward corner.

 

Example when both 

sides are settled to-

ward crack. Notice W 

pattern of drill holes.

 

Masonry brick, concrete, or stone coping

These are a common coping found around concrete pools and will often settle along the coping as shown in this photo. 

Concrete pools with a separate coping are typically the least complicated to raise, as the concrete will normally have complete separation from the coping. It is important to be sure there is complete separation, with a visual space between the coping and concrete deck. If they are attached due to joint sealant, the sealant must be cut free prior to raising. Note: If expansion joint was not, used and the concrete is touching, proceed carefully as coping movement could occur. 

There are some liner style pools with a brick coping. They can be a bit more complicated. Due to the variety of these copings, be transparent with the homeowner regarding any potential issues that may arise, and proceed cautiously and slowly.

Cantilever Coping
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A cantilever coping is a style in which the concrete deck is poured resting on top of the pool wall. There is no separate coping. This style coping tends to settle toward the outside and away from the pool. In doing so, a gap will sometimes develop between the top of the pool wall and the bottom of the concrete coping. These can be liner or fiberglass pools. Note: You can normally improve this style pool deck, but you cannot always close the gap. Therefore, it is important to manage the customer’s expectations up front, by disclosing the gap may not fully or partially close.

Rim Lock Coping
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A rim lock coping is a system in which the concrete pool deck is poured into a semi-circular coping piece. These types of pool decks are noted for settling on the outside edge, away from the pool. They are also noted for developing voids and bridging from the top of the pool wall and resting on the soil at the outside edge. The void will increase in size as it gets close toward the pool wall. Notes: It a void exists; it is common for this type of job to take material to fill the void prior to the concrete beginning to raise. These are typically a “liner” pool. With liner pools, the pool wall should be monitored closely during the raising process. 
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Overlap Coping

Overlap copings are metal wall liner pools in which the coping “overlaps” the concrete pool deck. The problem you can often run into with this style pool is that the grout material can run into the space between the pool wall and concrete slab and be blocked from accessing due to the wide aluminum coping. 

With wider pool decks, it is often possible to keep you hole placement back far enough from the pool edge to raise the concrete prior to the grout material and space becoming an issue.  Note: On overlap coping pools with narrow (3’) pool decks, the chances of a successful raise are reduced due to this issue. It is best when accepting this type of job to contract it with a minimum job cost minimum charge, regardless of success to cover operating expenses.

Pro Tip - Any pool with a liner or fiberglass wall should be monitored closely for bowing or movement during the process. Should this occur, do not continue pumping material, and assess the deck for restrictions or movement. Always proceed slowly when lifting next to a pool, while both technicians keep a careful watch on the pool wall, coping, and the concrete. Be prepare to STOP QUICKLY IF NECESSARY!

Raised Porch Tops - The construction practice on a raised porch top is to construct the outside walls of the porch and fill the center with soil.  The building or house wall can sometime be a basement wall. Be sure the concrete slab is raising, and you are not building extreme pump pressure, as damage to walls can occur. You should familiarize yourself with any surrounding walls and their general condition, along with any previous damage prior to raising.  

Some porch tops have hollow centers. A platform of wood or metal is formed, and a concrete deck is then poured. A deep void usually exists that makes concrete raising under these conditions impractical. 

Assess any basement walls for prior damage and take note. While grout pressure is typically limited to the top six inches of soil and is not prone to applying much pressure against a basement wall, it is best to disclose any prior damage to the homeowner.  A sign of excessive pump pressure is the pump engine beginning to struggle as pressure builds in the pump cylinder and hose. 

Garage Floors - The standard practice of garage floor construction includes block or concrete perimeter walls that support the home or garage structure.  It is often common to find a basement wall bordering a garage floor.  Settlement next to these basement walls are typically due to the several feet of fill depth. You should familiarize yourself with all surrounding walls. Like the notes above under “raised porch tops”, monitor the concrete slab for raising movement and pump pressure. 

You may come across a situation in which steel rebar was placed in the concrete floor and knocked or drilled holes into the surrounding walls attempting to prevent slab settlement. There will sometimes be indicated by drag or scrape marks on the walls due to slab settlement and steel rebar. If a slab is restricted due to rebar, it may be possible to access and saw cut the rebar to continue raising the slab.  You should look for signs of this when estimating garage floors.

Patio Areas - A patio can also be poured against a basement wall, and it is common for patios to settle closest to the basement wall due to fill depth. The same considerations should be taken with a patio on grade next to basement wall.  Another point of mention is pitch. It is common for customers to contact you due to a patio pitching toward the home, causing a basement water issue. This can be due to settlement, and due to an improper install. 

While you can typically improve a water problem by raising due to a settled patio by raising it back into position, we never guarantee it to stop a water issue as these issues can be caused by an improper install, down spout and gutter issues, and many other causes.

Residential Inside Floors - Before attempting to fill or raise any residential inside floor, it is recommended to have the property owner mark any utility lines prior to you completing any work.  You also want to make sure that there are no restrictions preventing a floor from raising, such as a framing, sheetrock, or other structural items that were built on top of the floor. The bigger issue with these floors is potential future settlement, collapse or damage, due to an unsupported floor with a void. For floor that cannot be raised, an alternative option if to fill any voids and support the floor. A self-leveling cement can then be placed to achieve a level floor surface.  

Warehouse Floors – Similar to home floors, utility line mark out prior to the start of work should be assessed and completed by the building owner. Have the building owner review any existing blueprints to assess for any lines or footings that may have been previously installed in the floor to mount heavy machinery. These footings can restrict and prevent a floor from raising. It is best to familiarize yourself with how the floor was constructed prior to quoting or raising the floor. 

Pro Tips:
· Assess any floor area for any potential restrictions. (Consult a structural engineer for structural assessments)

· Have property owners assess floor vents, utility lines, plumbing, etc., and mark prior to beginning work.

· Provide estimates and contracts based on time and material as void size cannot typically be predetermined without prior drilling. (You can offer a preliminary quote to drill and assess the floor areas after mark outs have been completed)

· While a raise back to the original floor height is always desired, never guarantee that it will happen and there are several considerations that may prevent a full result. 

· Manage customer expectations as a goal of void fill and support to reduce further settlement, while setting a goal of the maximum raise possible. 

Chapter Ten

THE PUMPING AND LEVELING PROCESS
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Our goal in this chapter is to go into deeper detail on the process in order for you to reach a full understanding of it.  On the proceeding page there is a diagram which shows the three basic steps to the leveling process. You will use this diagram in certain advertising and brochures to give the public a better understanding of what it is that you can do for them. This chapter will take you step by step through the concrete leveling process. However, you will encounter times when the concrete may not cooperate during the normal course of correction. If you feel stressed during your learning process, just relax, slow down the process, pay attention to what is going on in the front, rear, and both sides of you, and let the concrete be your teacher. As time passes and your experience increases, you will develop your skills to the point where you will be able to predict how the concrete will react with each action you take to correct and level it.

While concrete leveling may seem like it is everything from magical to amazing, it is really nothing more than basic common sense in coordination with the proper equipment.

Look over the diagrams on the proceeding page to get a basic idea of how concrete raises and continue forward.

Ok, so you’re ready to begin lifting concrete. First, you need some basic tips to help yourself learn how to lift concrete with the least amount of difficulty and to do it accurately.  Below are two extremely important tips in learning your way and building your experience in concrete lifting.  Read them and remember them to limit any problems you may encounter while lifting concrete.  They are as follows:

1. Pump slowly - When pumping material underneath the slab(s), pump slowly and cautiously, shutting the pump off frequently. Do not turn on the pump and continue pumping one hole full. If you are building pressure and not getting movement there is a reason. You either have a restriction or the material is escaping from the area you are pumping, such as, out from the side of the slab or through a non-visible exit hole or a combination of the two. This can cause several problems if you are not aware that it is happening. Some of the problems it can cause are as follows:

A. By building too much pressure in one hole you can spilt and crack the concrete or put pressure against foundation or pool walls.

B. The material can flow to the opposite side of the slab and lift that side instead of the area you are trying to raise.

C. The material can be lifting two slabs together and escaping under the other slab.  (You need to cut the joint to prevent both slabs from raising at the same time.)

2. Pay attention to everything around you (This includes behind you.) - You want to pay attention to what is happening completely around you while you are attempting to lift the concrete slab.  Here are some things that you want to watch out for:

a.)  The slab lifting behind you instead of in front of you.
b.)  Material escaping.
c.)  Pressure against pool walls or foundations.
d.)  Restrictions of any kind that will prevent the slab from lifting.


Above are the two most important points to remember when pumping.  As you get more proficient in developing this skill you will be able to perform jobs quicker and with less difficulty. There is a learning curve, so start off slowly!

STEPS FOR LEVELING CONCRETE

1. Look around you and take notice of any utility lines that may run under the concrete and for anything that may restrict you from lifting the concrete.

2. Remove any noticeable restrictions prior to lifting.  (Try lifting concrete slightly first to see if you need to cut the expansion/control joints.)

3. Decide your hole placement drill pattern and drill your holes through the concrete.

4. Clean up dust piles and place in a bucket so the base nozzle will lay flat on the top of the concrete when the nozzle is inserted.

5. Decide if you need a wet or dry material mix for your particular job application.  Load material from mixer to pump and transport to repair area.

6. Place nozzle in the hole you want to use for your starting point (usually the low point).

7. Place foot and body weight firmly on the nozzle while pulling slightly sideways on the handle to create tension with the nozzle and the hole.

8. Begin to pump material.

9. Listen to the pump or feel the line with your foot in order to tell when the pump is building some pressure.  (You will hear the engine and pump start to strain slightly when pressure starts building.)

10. Pay close attention to where the concrete begins to move and make sure it is moving how you want it to.  (Look completely around you to make sure it is not lifting somewhere else or putting pressure against walls.)

11. Look for concrete to begin to raise slightly.  (Stop pumping and change holes to pump a little material for support in some of the other holes on larger slabs.)

12. If two slabs are lifting together or you have a restriction of another type, cut and remove the restriction fully at this point.  (Use flat steel and hammer if necessary, after cutting joint.)

13. Continue to change from hole to hole until concrete has reached its desired leveling point.

14. Scoop material from the holes, wash down, dry, and plug and patch holes.

TIPS ON MANEUVERING THE CONCRETE BACK INTO PLACE

While attempting to raise the concrete with the pump you may encounter some problems or difficulties with material either escaping from the underside edge of the concrete or the material flowing to different areas of the slab other than the areas that you want to lift. Once you know for sure that there are no restrictions preventing the concrete from raising the way you want it to raise, you can use some of the following tips:

· If the material begins to escape, or (blow out) from the side of the concrete slab, you can take either a 2 x 4,6,8, etc., piece of lumber and block off the point where the material is escaping.
This is done by first removing any loose material which has escaped so you can fit the form on edge down to solid ground and up against the side of the slab.  Pound the form down into the solid ground with the flat end of your shale bar or a small sledgehammer.  Stab the shale bar into the solid ground and pry to keep the form pressed up against the side of the concrete or pound in stakes or pins to hold the form in place against the concrete edge.  Note:  Stiffer material has less of a tendency to blow out than loose material.

· If the material flows to the opposite side of the slab or you raise the slab a bit too high:
a.)  You should stand on the high side of the slab to counterweight and steer the slab back in the position while pumping on the lower end.

b.)  You can manipulate the material by jumping up and down on the high spot which will force some of the material back up and out of the hole.
c.)  You can manipulate the slab by jumping on the high side which will squeeze the material back over to the other side of the slab.

d.)  On smaller slabs you can have your assistant use a block of wood and the pry bar to help you steer the slab into place as you pump.

e.)  It is sometimes possible, especially on driveway aprons, to park the weight of your truck, by placing your tire over the higher edge of the slab, while pumping the lower end.

NOTE:  With driveway aprons you need to take special care in order not to allow the higher end of the apron to rise up above the adjoining sidewalk.  Keep your mix stiff for less spread.
CHAPTER ELEVEN

CONCRETE LEVELING TROUBLESHOOTING

This chapter is set up to assist you in diagnosing concrete leveling and grout pump problems when they occur during job completion. It has been set up in a flow chart format so you can diagnose the problems and proceed to the next step when necessary  to find the particular problem that best describes the difficulty you are experiencing.

On the proceeding page, notice the troubleshooting list with the most common problems.  Find the problem that relates to your situation.  Then look for the flow chart applying to the particular problem and refer to the diagram page if and when necessary.  It is advisable to photocopy these sections and keep a copy in your work vehicle for on the job reference.

TROUBLESHOOTING LIST

· Pump is clogged or cycling rapidly
· Slabs are raising together at joint
· Material escaping
· Slab is not steering/raising correctly
· Slab lifting behind you or wrong side
DIAGRAMS

· Steering the concrete

· Correcting escaping material
· Material escaping through joint

· Slabs lifting together

READ: Before assuming the pump is clogged or not functioning properly, always check to see if your material is dry packing in the drill access hole, as this may cause the same symptoms as a clogged pump.

If dry packed, re drill the hole, clear the nozzle, and circulate the material through the hose into the hopper prior to re pumping. You can also run water into the drill hole to loosen the soil after re-drilling, prior to attempting to inject the grout again.

CAUTION: Any signs of dry packing or a clog will also result in high pressure in the pump hose.  Always keep nozzle pointed in a safe direction and proceed as if the line is always under pressure. Always remove clogs and remove pressure, before unclamping or unscrewing any section of the hose as injury can occur.
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The concrete may sometimes be slightly thicker than the saw can cut. After saw cutting, if a slab is still slightly joined, you can try the following techniques to break the lower remaining bond:

1. Place a 2” x 6” on top of the adjoining section while maintaining slight upward pressure with pump nozzle. Use the wide end of the pry bar and a piece of wood. Tap on the adjoining slab to break the bond.” board laid on the edge of the concrete.
2. Use a piece of flat steel and hammer to break free. You can then jump on the higher slab.

The problem of two slabs lifting together occurs when the slabs are not completely separated at a joint. This is due to the joint not being the full depth of the concrete thickness as shown above.


CHAPTER TWELVE

DAILY OPERATING SYSTEM
We are all familiar with the expression “time is money”. Therefore, it is important to create and follow an organized system when it comes to raising concrete to reach your maximum efficiency and profit potential. Below is a general outline you can base your daily operating plan and system around.

Prior to performing work, be sure your equipment and material are prepared and ready to go. This includes having a pre thought out daily list of necessary equipment and material to follow in preparation, before leaving for your daily jobs. Check the following before leaving for the job:

1. Check the water tank if equipped- This is dependent on you max GVW. It may need to be done on the job. Know your vehicle capacities and weights. Do not travel with an overloaded or unsafe vehicle
2. Load mixing materials.  Based on the size of the job you need to complete, and the amount of materials you feel you will need, load material preparation for the job. This is also dependent on you max GVW. Know your vehicle capacities and weights. Do not travel with an overloaded or unsafe vehicle

3. Portland cement. Calculate the percentage of portland cement needed to maintain the mix ratio needed and load.

4. Quick setting cement Keep a sufficient amount on hand at all times for patching drill holes and for other situations you may come across.

5. Backer rod/sand and sealant.  Based on daily job requirements if needed.

6. Equipment and hand tools.  Review each task of the day and load and necessary tools or equipment. 

Once the technicians arrive at the job, each technician should have designated duties throughout the job process.  Let us separate these duties by job supervisor and helper.  On the proceeding page, there is a chart describing a basic job system of operation.  The important fact to keep in mind is how you can keep your labor organized and performing at maximum efficiency to perform the job in the fastest and most effective manner.

	Lead Technician
	Technician

	1. Look at job layout for equipment positioning and plan for the quickest, easiest method to repair the concrete.

2. Position equipment accordingly for mixing. 
3. Set up electric cord reel or extension cord for drill.

4. Check for any possible restrictions or other concerns that need to be addressed.

5. Decide which hole placement pattern would be best and begin to drill holes.

6. Once the pump and the hose are completely set up, position the nozzle in the starting hole.

7. Begin pumping.

8. While technician is refilling pump, use this time to drill any additional holes needed, Re-assess the job as far as what can be done to help speed the job process along.

9. If everything is caught up at the lifting location, assist your helper by transporting the pump back and forth to the mixer for him while he continues mixing.

10. Once the concrete has been re-leveled, start the cleanup process by picking up and putting away all hand and electric tools.

11. Scoop pumping material out of holes, hook up a hose or use the hose reel on the truck to wash down the job. Dry hole areas.

12. Mix quick set cement and patch holes.

13. Finish holes, as necessary.

14. Do a final walk around on the job. Be sure everything is left clean and in order.
	1. Remove the grout pump from the box and position near mixer.

2. Set up water hose and other materials to begin mixing.

3. Ask lead technician if wet or dry mix is needed and begin mixing materials accordingly.

4. Place mix in pump for transportation to repair area.

5. Transport pump and mixed materials to the repair area.

6. Attach nozzle to hose and the hose to the pump.

7. Keep feeding materials into hopper bottom and cylinder with a hoe.

8. Ask the lead technician is another mix is required. Once the pump is emptied, return pump to the mixer, and mix another batch.

9. Any free time you may have between mixes can be used to assist the job supervisor in his duties.

10. When no more mixing or materials are needed, begin to rinse the cement mixer down.

11. Rinse the pump down.  See Chapter Seven for equipment wash up details.

12. Clean up area thoroughly around equipment and wash up. Assess for any staining and reclean if necessary. 

13. End of the day or when hot, wash pump and mixer thoroughly. 

14. Load equipment. Do a final walk around on the job. Be sure everything is left clean and in order.




TIME SAVING TIPS

Except during the hottest months of the year, it may not be necessary to wash the pump and mixer after you are finished with each job.  On most days, you may find yourself completing more than one job. However, it is necessary to adjust your washing procedures to maintain your equipment in good, clean, working condition.

On smaller jobs which have shorter completion times, you can usually rinse the mixer down from top to bottom in the drum with the blades turning and then shut it off, leaving a small amount of water in the bottom of the mixer as a base for your next mix when you arrive at the next job.

After you run the grout mix out of the pump hopper, loosen any small amount of material left in the bottom of the pump. Pump and circulate through the hose and back into the pump. When you arrive at your next job, you can add some newly mixed material to the pump and circulate it again before fully loading it with fresh material.

When you set up the order in which you will be traveling to your jobs for the day, try to arrange them in sequence so you do not waste any time or miles by skipping around.  You want to plan your route methodically.

When good wash up areas are available, take advantage of the opportunity. Be aware of making a mess out of someone’s manicured lawn, street, or driveway.  Always strive to meet the neatest customer’s expectations.

Note: Always leave your job as clean as you found it. NEVER do any mixing over black top, paver, or concrete driveways, without protecting all surfaces. They can stain easily, leaving you a very dissatisfied customer.
Chapter Thirteen

CONCRETE REMOVAL, FORMING, MIXING, PLACING AND FINISHING

Some of you reading this manual may already have concrete replacement knowledge. Those that are skilled, may be able to do larger rip out and replacement jobs without a problem. However, this chapter is to provide someone without any concrete replacing skill, a general idea of how the process works so the need arise to replace an occasional concrete slab or section.  

REMOVAL

To decide on the best method for removal of concrete and since you will more than likely be removing this by hand, you need to take into consideration the condition of the concrete. Take the following into consideration to determine the best plan:

· The size of the concrete area you are removing. Is it just a small slab which you can raise with a bar and break with a sledgehammer, or will you need a jackhammer?

· What is the thickness of the concrete?  What equipment will it require?

· Does the concrete have wire, metal reinforcement bar, or fiber reinforcement?

· Do you have the proper vehicle to haul it and a recycling facility near-by?

Disintegrated Concrete

Disintegrated concrete is crumbly and dusty, therefore; it is usually best to use a pick and shovel, in combination with a sledgehammer. Begin by working to remove a corner or edge. Use the pointy end of the pick to pry and loosen the concrete pieces once they are broken or loose.  Shovel the concrete into buckets or a wheelbarrow and dispose.

Solid Concrete

Solid concrete needs to be broken into manageable size pieces. If it is one small slab, you may be able to pry the concrete up to create a little airspace, then break the concrete with a sledgehammer. Start at a corner or edge. Loosen the broken pieces with a pick and large pry bar. As they loosen, remove the pieces. You may need to use a jack hammer if the slab is too thick, is not breaking, or has reinforcement. For slabs with wire mesh, a set of small bolt cutters to be used to cut the wire as you expose it to remove the pieces.
FORMING
Properly forming a concrete slab is especially important since your concrete will be placed and finished to the height of these forms.  Building straight, well reinforced forms will leave a straight, neat, concrete job after it is finished.  The starting point is by selecting straight lumber for forms. This is done by sighting down the length of the lumber from one end, then flipping it horizontally 90 degrees. If the lumber is curved or whipped, select a straighter piece.

If the section of concrete you are replacing is a sidewalk slab, you need to match the forms up to the adjoining slab heights.  Cut the lumber so exceeds the sides of the adjoining slabs on each side roughly three inches. Place stakes or metal pins against the form ends to hold them tight against the adjoining slabs.

Draw a string line tightly from stake to stake and check the form for straightness. By the placement of additional stakes at distances of roughly every two (2) or three (3) feet, reinforce and straighten the forms, while also setting the height by screwing the stakes into the form. 

ATTENTION:  Pitch is important when forming concrete, so the water will run away and drain off the concrete surface. Be sure of where your concrete is being pitched to and never pitch concrete toward a home or building. Poorly pitched concrete can cause a multitude of issues. In areas with poor drainage, drains may need to be installed.

Be sure to maintain a uniform concrete thickness. While foot traffic slabs areas are 4” thick, vehicle traffic areas are typically 6”. Be aware of this on sidewalk slabs that cross driveway areas. This can be checked by placing the board you intend to use as a screed on top of the forms. Then measure the distance between the bottom of the screed board and the base. Adjust base the level as necessary to achieve proper thickness. You can also use a string line drawn from the top of one form to the top on another. 

Place expansion joint between concrete slabs and against walls. This allows for concrete movement to prevent or limit cracking.

MIXING AND PLACING THE CONCRETE

There are three options available to purchase concrete for placement, which include the following:

Packaged Bag Mixes

These are bags of concrete which are pre-packaged normally in 60-to-80-pound bags. It is recommended that you use the commercial grade, 4000 psi. or higher, concrete mix with air entrainment included. Using this method is usually only practical if you are going to pour one or two small slabs. Below are advantages and disadvantages of using pre bagged mixes:

	ADVANTAGES
	DISADVANTAGES

	· Able to purchase the exact material needed without having excess material to dispose of or store.


· Material cost offset by scheduling and waiting cost.


· Do not have to schedule a concrete truck. 


	· Higher material cost and requires more labor.

· Tendency to overwater when hand mixing for ease. Can cause failure.

· If purchasing without air entrainment, outdoor failure can occur from frost damage.

· Needs to be picked up instead of delivered to the site. 


Mixing Bulk Materials 

Mixing bulk materials has an advantage over bagged if you have an area that is a little larger than a couple of small slabs but too small to order a concrete truck. This requires the use of a portable concrete mixer, as it is usually too much to mix by hand.

	ADVANTAGES
	DISADVANTAGES

	· Lower material cost than bagged mixes for larger areas

· Do not have to schedule for a concrete truck.
	· Higher labor cost to pick up various materials and mixing time

· Left over materials which need to be cleaned up or stored.

· If mixed without air entrainment for outdoor use, failure can occur.




Continued on next page...

Ready Mixed Concrete Truck

Commonly used for jobs which will be approximately ¾ to 1 cubic yard or larger. The advantages to ordering a concrete truck is that there are no materials to clean or store and no labor time cost for mixing.  Below is the chart on ready mixed concrete:

	ADVANTAGES
	DISADVANTAGES

	· Lower labor cost due to no mixing time.


· No clean up and storage of left over materials.


· Does not require the time to pick up materials.

· Mix consistency and faster set time

· Cost is offset by savings in labor costs.
	· Time limit to unload concrete, or additional charges can apply.

· Higher cost due to delivery charges for small loads.

· Truck access to job location over lawns, driveways, etc.

· Truck needs to wash out quickly when done, onsite, which can sometimes be more difficult to dispose of.





MIXING INSTRUCTIONS FOR CONCRETE

The most accurate way to mix concrete is by measuring product portions. The (psi.), or pounds per square inch is a reference to strength. The higher the cement content, the higher the psi. A general mix ratio you will hear of that is also easy way to remember, is a 1.2.3. mix design as follows:

One (1) Part Portland Cement

Two (2) Parts Sand

Three (3) Parts Stone

NOTES:  Portion is best done by measuring in buckets. Many count shovels and shovel size can vary greatly, especially by person. 

ATTENTION: Be aware of pouring concrete in lower temperatures. Concrete should NEVER be placed on frozen sub grade as failure will occur. Accelerators need to be added to concrete in low temperatures.  Also, air entrainment is especially important for outdoor concrete use. Always read and follow the product manufacturers instructions.

PLACING CONCRETE

Once the concrete has been placed into the form, it will need to be leveled with a rake, come along or shovel, even with the top of the form boards.  A “screed”, or straight edge, such as a 2” x 4”, is then placed across the top of the form boards. As the screed is moved in a side to side, sawing motion across the top of the forms, high and low concrete areas are adjusted as need be. This should be performed with a partner on the other side of the board, when possible.  You can always screed the surface twice if you feel it was not done thoroughly the first time.

This will leave you with a flatly placed concrete surface which is ready for the finishing process.

THE CONCRETE FINISHING PROCESS
After the concrete has been screeded flat, float it with either a magnesium float or a bull float for larger areas.  What this will do is float the creamy portland cement to the surface while settling the stones down slightly into the mix.  If the top of the form boards is set for your finish height, follow them.  This will keep your concrete edges and concrete full and flat.  Add a little concrete to any areas that appear to be low along the edge of the forms or cut down high areas. Then tool flat. 

Next, use the edger tool and trace the forms, while working and finishing the stones down into the mix to achieve a smooth edge all the way around.

Use your magnesium float and lightly remove any lines created by the edger, leaving the concrete surface flat, with no highs or lows. 

The concrete is now left to set.  During this period you will notice water floating to the top of the concrete.  This is referred to as “bleed water”.  Never finish bleed water into the concrete surface.  This will dilute the top surface, causing flaking, dusting, and failure of the concrete.  You must allow the bleed water to evaporate, then use your magnesium float or trowel depending on hardness, and without creating a ripple effect, go over the surface of the concrete to make smooth and flat. Also use your edger and re-trace the outside edges of the concrete slab.  Lightly finish any lines out of the top of the concrete that was left by the edger.

The concrete now needs to reach a firm, but slightly pasty consistency. The optimum state is when the concrete broom can be dragged across the surface to leave a light broom finish, without pulling and removing the top layer of cement.  If temperatures are warm and the concrete sets rapidly, you can “lightly” sprinkle a small bit of water on the surface and trowel the surface to achieve workability for finishing.  Keep in mind too much water can also cause surface failure.

Once the concrete has reached the correct consistency, use a slightly moistened “concrete broom” and drag it across the concrete surface, adjusting your pressure, from lighter to harder, depending on the wetness or the firmness of the concrete. If you are not happy with the broom finish due to finishing it to soon, you can re trowel the concrete, let is set a bit and broom it again. Place a finished edge on the concrete if necessary, to match the existing concrete.  When finishing with the edger, be careful not to roll the edge and create deep, unsightly lines or lips in the concrete.

Owner





Certified Service Technician(s)





Office Manager/ Customer Service
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Pump begins to cycle quickly and is not pumping material





Shut pump off immediately to avoid building pressure





While always pointing the nozzle in a safe direction, use a screwdriver and feel for an obstruction in the end of the nozzle.  Push slightly to allow pressure to release. Once released, unscrew nozzle, remove debris, wash and re-attach.  Aim the nozzle toward the pump hopper and give it a short pump to check material flow. 








If material is flowing, re-drill access hole and flush with water to soften soil. Re-insert nozzle and proceed cautiously, giving one or two short pumps to see if it accepts material, while standing ready to shut the pump off if necessary





If the nozzle is clear and the hole is not dry packing, it may be caused by debris in the pump cylinder head or a damaged seal, requiring disassembly and further investigation.











Continue raising concrete





Repeat the above steps to confirm





Material is flowing and slab is raising?  





NO





YES





YES





Slab you are raising is also raising adjoining slab at joint, preventing them from meeting in height





If restriction is slight, you may be able to keep upward pressure on the slab you are raising by not removing the nozzle.  Then jump on the higher slab to see if it will break free, allowing the slabs to line up.








Continue raising to proper height





Another option after saw cutting is to place a 2” x 6” piece of lumber on a flat o the higher slab and pounding the board to cause separation 





NO





YES





Slab is now moving independent and free





Saw cut the joint to remove any restriction between the slabs.  It is important to be sure the restriction is removed before resuming.  If your saw blade cannot cut the full depth, it may be possible to break through the remaining restriction with a small sledgehammer and flat steel





See Diagram 4





YES





Material Escaping from Edges





Possible Issues:


The bottom edge of the concrete has raised above grade level, allowing material to escape.


The material is loose and causing it to flow from the edge.


Note: It can be a combination of the two





See Diagram 2





To Correct: Clean any loos material. Place a wood form against the side of the concrete, tightly to both the slab and the ground to retain material.  Use the pry bar to apply pressure and retain the form against the edge.





Pump slowly while monitoring the edge 





If the Slab is up and out of the ground   





If the material is too loose    





To Correct:  Throw dry Portland cement onto the loose material at the edge to absorb moisture and stiffen.  Stir in additional Portland cement into the pump by hand to tighten the mix. 





YES





Slab not raising in the area intended, but on the reverse side





Possible Issues:


A restriction at the side you are trying to raise is allowing material to flow to the opposite side.


The material is too loose and causing it to flow to the opposite side.


Note: It can be a combination of the two





See Diagrams 1 & 4





To Correct: Stop pumping., Remove any restrictions. Beginning pumping one pump at time to see if movement is taking place.  Do not continue to pump if you sense pressure building without movement. Damage will occur!





Tip: Counterweight the slab on the high side when possible to help steer material to desired area.





There is a restriction on the side you are trying to raise    





If the material is too loose    





To Correct:  Add dry Portland cement to the loose material in the pump. Hand mix and cycle pump to get dryer material into the hose prior to pumping back into the hole. 





YES





Steering the Concrete





When the concrete slab does not want to raise as desired and begins lifting on the opposite side, the assistant technician can help manipulation the concrete with a pry bar.


Place a block of wood near the side you wish to raise. Insert the long pry bar under the edge of the concrete. While pumping, have the assistant tech apply downward pressure on the bar as you are pumping material.


It is also helpful to counterweight the slab by standing on the opposite side while using the weight of the pump if there is sufficient space.





Stand here while pumping





Diagram 1





Diagram 2


Escaping Material Correction





(Figure 1) Grade will sink with the slab. Notice the left side of illustration.





(Figure 2) As you pump the slab and it rises, the material can escape from the side. You need to clean all this material away on the outside edge of the slab.





(Figure 3) Set wood form against the side of the slab and tap down into solid ground. Stick the bar in the ground along the side of the form. Pry and apply pressure with the bar as you pump, or form with stakes. To retain form.








(Figure 3) Set wood form against the side of the slab and tap down into solid ground. Stick the bar in the ground along the side of the form. Pry and apply pressure with the bar as you pump, or form with stakes. To retain form.





Diagram 3


Material Escaping Through Joint





Grout material can sometime escape through a joint as in this curb/sidewalk example. This can also happen with a joint against a wall.





This can be corrected by placing a board on the flat over the joint and standing on it while you pump. 


If material is still squeezing out around the board, you can also clean out the joint, place wood, backer rod, or other material in the joint, and place the board on top. 





These are three basic joint examples that are commonly used on outdoor concrete. 





Diagram 3


Slabs lifting together





The problem of two slabs lifting together occurs when the slabs are not completely separated at a joint. This is due to the joint not being the full depth of the concrete thickness as shown above.
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Hole Placement For Steps

 

                        ( Concrete Steps Only )

 

For concrete steps you will place the holes on the settled side of 

the steps in the middle of the tread. You need to keep your mix 

stiff in order for a quicker lift without the material escaping 

from the bottom of the steps. Make sure your bit is long enough 

to drill through the steps. Form steps to prevent material from

 

Escaping if necessary.

 

Steps poured into a bank are “ 

usually

 “ only poured 

about 12” thick . You can normally drill through 

them and into the ground.  You should always carry 

 

a 36” bit with you for steps for when they are thicker.
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   Large Slab areas

 

Garage & warehouse floors, patios, etc.

 

For large slab areas you will need to drill your holes in a W pattern against the wall side 

of the slab. This will allow for lifting along with filling the rear holes for support. You 

want to pump a small amount in each hole. Hop from hole to hole with the pump nozzle. 

This will  keep equal, distributed pressure under the slab and will help to reduce cracking 

of the slab. A slab will occasionally settle in reverse of this and away from the wall. Just 

reverse the process of drilling.

 

Hole Placement example 

when floor is cracked and 

settled toward corner.

 

Example when both 

sides are settled to-

ward crack. Notice W 

pattern of drill holes.

 


