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NOW HAS AVA LABLE...

Due to the increase in popularity of Japanese-
made hammers the last few years, Schaff has
engaged with the Imadegawa Company in
Japan to be a nationwide distributor. We will

1. A full range of wood moulding sizes and felt
weights to accommodate almost any hammer
duplication requirement.

2. Both upright and grand type hammers.

maintain a large stocking inventory which to-
gether with our years of replacement hammer
expertise, will enable us to provide the finest
hammer duplication service in the U.S.A.

Who else can offer...

CHARACTERISTICS OF STANDARD BORE STOCK HAMMERS

UPRIGHT HAMMERS —A set consists of 30 bass and 64 treble hammers. All bass section hammers aredrilled
at an 18° angle. Tenor section has 14 hammers at 12°, 10 hammers at 7° with the balance of tenor and
treble at 0°. A 742" diameter drill is used for the bore hole. On a special order basis a type “B” set can be
ordered with all tenor and treble hammers bored at 0° angle. On a stock basis upright hammers are available
in the following striking distances (as measured at the treble end) of 2%", 27" and 2}4". Also 12 Lb.,
14 Lb., and 16 Lb. weights of felt available. All hammers are made of birch wood moulding, stapled throughout
and have the option of being reinforced and unbored.

GRAND HAMMERS — A set consists of 30 bass and 65 treble hammers. All bass section hammers are drilled
at a 9° angle. Tenor section has 8 hammers at 9°, 8 hammers at 6°, 10 hammers at 2° and the balance
of tenor and treble at 0°. A .204'' diameter drill is used for the bore hole. All hammer tails are shaped and
tapered at no additional cost. On a stock basis grand hammers are available in the following striking distances
(as measured at the treble end) of 1%", 2" and 2%'. Also 12 Lb., 14 Lb., and 16 Lb. weights of felt
available. Hammers come stapled throughout and can be provided unbored. Except for Steinway style,
all grand hammers are made of birch wood mouldings and have the option of being reinforced.

STEINWAY STYLE —A set consists of either 20 or 26 bass hammers, reinforced with wainut mouldings
‘and bored to Steinway specifications.

CUSTOM BORE HAMMERS

Both upright and grand hammers are duplicated from customer samples and bored to exact specifications.
With our extensive inventory, we should be able to match 0% of the samples received for duplication. The
samples we cannot match for Imadegawa hammers can be made from our high quality U.S. made hammers.
Try Schaff and avoid unnecessary replacement hammer costs and order processing delays that occur in
dealing with smaller suppliers.

WRITE OR CALL US FOR A COMPLETE PRICE LIST ON IMADEGAWA HAMMERS.

‘ 24 Hour Hot Lme

3. Either standard bore stock sets or custom
made hammers.

4. A long standing history of providing reliable
service and selling quality products.

THE HOUSE DEDICATED TO ‘SERVICE

PIA‘NO SUPPI
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Planning for the Future

By Steve Brady, RPT
Journal Editor

touch of what might have been em-
physema, Bill would philosophize as
he lay working on his back with his
head and upper body under the
kitchen sink, or as he packed up his
tools and delayed taking them out to
the truck. One of his most endearing
mannerisms was the way he would re-
fer to himself in the third person: “A
guy (meaning ‘I’) can’t make a living
these days without working over-
time,” or “A guy could pull that thing
outta there and slap in a length of
PVC in no time.”

We still think back fondly on the
times he’d come wheezing and clank-
ing to our rescue. “A guy needs ta
take a vacation once in a while,” he’d
say. His eyes would focus on a spot
somewhere several miles beyond our
walls as he expounded on his plans.
“A guy can’t work forever. Someday,
my son will be doing all this. A guy
might help out from time ta time,
though.”

Last time we called Bill for help,
he had indeed retired. “A guy can
take it easy now,” he said.

I’ve often contemplated the simi-
larities between Bill’s business and
the piano tuning business. He was
self-employed, and his hourly rate
was almost exactly the same as mine.
He had to worry about paying for his
own benefits, such as sick leave, vaca-
tion, and retirement. These are
things most of us piano tuners have
to think about as well.

We’ve all known tuners who have
had to keep on working through sick-
ness and health, well into their 70s
and 80s. But I've

\ everal years ago, we hired a plumber named Bill
to fix some problems in the guts of our house.

i/ “Bill the Plumber” is how we still refer to this fel-
low, who has by now achieved folk-legend status in our
conversations. A stocky, hardy soul with a trace of
what might have been a Scottish brogue and a

01307 & O S

much or as little as they care to. One
colleague of mine has spent the sum-
mers on his houseboat, away from
telephones and pianos, for at least
the past dozen years. Now in his 60s,
he tunes pianos only in May and Oc-
tober, and has given away the major-
ity of his business. Other tuner
friends of mine have developed clien-
teles in two climates, and have spent
the winter months in Southern lati-
tudes and the summer months in the
North.

Planning makes the difference
between running your business and
being run by your business. As I near
the age of 50 (yikes!), I find myself
spending more and more time in the
planning mode. While these plan-
ning sessions are sometimes tinged
with regret (Why didn’t I start doing
this when 1 was 25?), they are also
charged with hope and the feeling of
well-being that comes with making a
plan and sticking to it. My reading
list for the past 10 years or so has in-
cluded such books as Stephen R.
Covey’s The Seven Habits of Highly Ef
Sfective People, Your Money or Your Life,
by Joe Dominguez and Vicki Robin,
and David Chilton’s The Wealthy Bar-
ber. 1 try to envision in every detail
what I would like to be doing five, 10,
20 years from now, for I believe that
from such visions our futures will
surely spring as long as we put some
thought into what it will take to
achieve our own desired future.

Right now I picture Bill, the re-
tired plumber who planned ahead,
wearing a Hawaiian shirt and a straw

known a few who

h?ﬁe uplﬁriﬁzf Steve Brady, Journal Editor
g erlllo '8 60 ? 205 McGraw Street
y their 60s, | geatle WA 98109

they're able to
work exactly as

Please submit tuning and technical articles,
(ueries, tips, etc., to me:

Fax: 1-206-285-7610
E-Mail: sbrady @u.washington.edu

hat, taking lazy
cuts at a golf ball,
then stopping to
swig a cold one.
Hey, a guy can
dream. 8




The American Institute of Piano Technology

An excellent school of Piano Technology & Tuning, providing "hands-on" workshop

experience, as well as introductory and advanced classes in every aspect of this profession.

650 Moulton Avenue
Los Angeles, CA 90031

Please mail inquiries to:

ATIPT = PO Box 4418 ¢ Chatsworth, CA 91311-4418
(818) 348-1530 < (213) 223-2010
1-800-474-AIPT
Visitors Welcome

A Non-Profit, Non-Discriminatory Organization
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Ralph Joseph Onesti

Piano Restorations

The finest work available anywhere.

IN PA(610) 833-1657 or
Outside PA(800) 725-0527

SN

Randy Potter School

Of Piano Technology

Complete Correspondence -
Home Study Course. ..
.. .for beginning students &
intermediate piano
tuner-technicians.

We Teach
» Tuning
* Repairing
» Regulating
= Voicing
e Apprentice Training
e Manufacturer & Dealer Relations
s Business Practices

Courses Include
* Printed Course Manuals
= \Video Tapes
« Written Texis
e Apprentice Manual
¢ Repair Labor Guide
» Manufacturer's Technical
Service Manuals
* Wholesale Supply Catalogs
» $5000 Resource Loaning Library
AND MUCH MUCH MORE!

Randy Potter School
Of Piano Technology

WE ARE:

* The largest supplier of published

training materials and videos

* Recommended by Keyboard Magazine

e Licensed by the Department of Education
© Approved for Veterans Training

AND WE OFFER:

¢ Advanced training seminars in
high level grand regulating and
tuning.

Randy Potter, RPT
61592 Orion Drive
Bend, OR 97702
(541) 382-5411

WRITE
OR
CALL

www.tuningschool.com
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17 — Masochistic Music Inc.
Jim Bryant, RPT, presents a primer on keeping financial records for your business.

23 — The Business of Tuning — Part I
Editor's Roundtable — the knighis of Cyberspace tackle some thorny business issues
facing the piano technician in “The Business of Tuning.”

29 — Ethics, The Law, & Piano Technicians
Join attorney Mark Brady for this introduction to the philosophy of ethics and how it
relates fo the law. :

32 — Using the Telephone
Ken Burton, RPT, reflects on how to make the telephone work for you.

33 — Trademark Owner’s Legal Interests in Rebuilt Musical Instruments
New York astorney Charles Miller examines the issue of possible trademark infringe-
ment in the rebuilding of musical instruments.

36 — Piano Technician Insurance Program : 7
Insurance agent Jerry Kiser, of Potter, Leonard and Cahan, Inc., discusses @)&
insurance programs available to members of the Piano Technicians Guild.

2 — Editorial Perspective
Planning for the Future
By Steve Brady, RPT

6 — President's Message
Attitude! Attitude! Attitude!
By Marshall B. Hawkins, RPT

8 — Tips, Tools,; & Techniques
An easy way to get exactly three inches of wire on the tuning pin; how to keep your
aerosol tips from clogging; an adjustable key bushing clamp; specialty hammer files for
fitting hammers to strings.

10— Q &A
Is it ethical to accept fees for referring clients to piano dealers?
15 —Letters

Bechstein questions and comments, and the role of music and child development.

37 — 40 Years Ago ...

38 — Grand Ilusions

38 — The Puzzler
This new Journal department will test your wits as well as your piano knowledge.

39 — PTGReview _
Articles and information dedicated to the news, interesis and organizational
activities of the Piano Technicians Guild. This section highlights information that is
especially important to PTG members. This month: All-New Information Exchange
— The Orlando Business Roundtables; Packing Your Bags for Orlando; Books for
Dummies Just the Beginning; Try Your Hand at Some Magic; More Than
Furniture; and Coming Events, New Members, Reclassificalions and Passages.

43 — The Auxiliary Exchange

44 — Classified Advertisements

48 — Display Advertising Index

This month’s issue of the Piano Technicians Journal examines the business end
of the tuning business. For even more business info, make plans now o attend the
40th Annual PTG Convention & Technical Institute in Orlando, Fla.
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This is a 1-inch Ad Someone Had To R,
It could be yours Knock Some
Call Sense Into
816-753-7747 Ellery . .. |
' The comment, "I wish I hadn't -mYESEaIZTfN
- ited so 1 b Accu- -~ -
"\  DRYBURGH Tanor™ Is one we at Inventronics /1
PIANO ‘have heard countless times from
SERVICE thousands of our satisfied cus-

tomers who claim the Sanderson — £ ey
Accu-Tuner™ has made their job o :
so much easier. .
An invaluable tool for the piano technician and the best tuning
instrument on the market, the Accu-Tuner™ will help you . . .

* create 88-note FAC tunings at the piano

distributors of » automatically compute and store'an expert-level tuning for the piano
Satellite City Hot Stuff + store FAC tunings with pitch offset, making it great for pitch-raising,
adhesive products non-440 and early music tunings
1-800-GLUE ALL Sound good to you? Then there will never be a better time for you
. to invest in an Accu-Tuner™. Give us a toll-free call today for
ask for our complete guide of further information or to place an order . Pt
piano applications : S
_ nventronics
10% discount on first order ncorporated 1-800-FAST-440

when you mention this ad
9 Acton Road + Chelmsford, MA 01824 « In MA Call 508-256-7374

| ( "}':‘ San Francisco Piano Supply Co.
' The finest professional key cauls manufactured. Piano Parts &

ACCU-CAULS Supplies

Same Day Shipment or Pick-Up

We Ship Anywhere!

657 Mission Street ¢ #507
San Francisco, CA 94105
Phone 415-543-9833
Fax 415-896-2866
Call Toll-Free 1-800-247-0702

Solid brass.
8 sizes available.

Guaranteed accurate.

Bushing cloth in A '
5 thicknesses. W .

Bushmaster . |
tebushing tool. _ '- ' | “YOU NEED SPACE
' [ | WE NEED PIANOS”

ianotek % L | o s a bt

SUPPLY COMPANY _1800347-3854 ] [JA¥AURTPIANO WHOLESALERS

401 W. Marshall Ave . + Ferndale, MI 48220 21860§84§ 131224%‘55’%

Catalog $5* Tel. (810) 545-1599 * Fax: (810) 545-0408 / ‘

“The Piano Store for Piano Stores”
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id you ever notice that wherever we look we can find imperfection if that is what we
are looking for? On the other hand, however, we can change our lives with a good

attitude.

Mankind is endowed with limitless free will but often this unlimited freedom can become tre-
mendously bruised by mistakes in judgment, greed, selfishness, even too much humility. Out of
our own innerselves each individual may reassess various judgments, etc. using that same free will.
No one can rule over you except by your own election. This next little piece by James T. Moore

says it well.

For 40 years now our
success has been marked
by and related to tradi-
tional norms of taste, el-
egance and style. So allow
me to suggest we maintain
our strength through con-
tinuing to share as we have
in the past 40 years. Very
few, if any, have become
great at anything solely by
ourselves. Let’s continue
to look for and find at least
one other person with
whom we can share and
discuss various ideas. A
positive mental attitude
will help each of us
achieve any goal. No mat-
ter what the circumstances
there is still a choice be-
tween the high road and
the low road.

There is a story which

One and Only You
Every single blade of grass,
And every flake of snow -

Is just a wee bit different . ..
There’s no two alike, you know.

From something small, like grains of
sand,
To each gigantic star
All were made with this in mind:
To be just what they are!

How foolish them, to imitate -
How useless to prefend!

Since each of us comes from a mind
Whose ideas never end.
There’ll only be just one of me
To show what | can do -

And you should likewise feel very
proud,

There’s only one of you.

This is where it starts
With you, a wonderful unlimited
human being.
—James T. Moore

was told for years by a congressmen from North Carolina by

the name of Hugh Alexander.
here.

Somehow it seems appropriate

A man was trying to put together a jigsaw puxzle of all the

United States. Afier working on

it, he became frusirated and sug-

gested that his ten year old son give it a try. Then later, to his aston-
ishment, he found his son had completely assembled the puzzle. When

Forgive
“That slight misdeed of yesterday,
why should it mar today?

The thing he said, the thing you did,
have long since passed away;

For yesterday was but a trial;
foday you will succeed,
And from mistakes of yesterday
will come some noble deed.

Forgive yourself for thoughtlessness,

do not condemn the past;
For it is gone with its mistakes;
their mem’ry cannot last;
Forget the failures and misdeed,
from such experience rise,
Why should you let your head be
bowed?
Lit up your heart and eyes!”
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he asked the boy how he did it,
his son explained that the re-
verse side of the puzzle was a
simple picture of a man. “See
Daddy, when you get the man
together, you've got the Coun-
try together.”

: We are given the
opportunity to improve
our surroundings, to mo-
tivate ourselves and others
to achieve just a little bit
more, to become a little
bit better at whatever we
happen to be involved
with, and we can do this
by changing our attitudes
as shown at left.

‘We should never look back in anger nor forward in fear .
.. but rather look around in awareness. Personal and organi-
zational healing and subsequent growth will never be ob-
tained if one allows themselves to live their lives as if they are
constantly looking back through a rearview mirror of an au-
tomobile. In other words, don’t think in reverse. This seems to
be a rather common error across society today. Too many
people seem to have turned this into a pernicious habit. I
would suggest one not spend their precious time mentally

floundering in the time zone of the dead-and-should-be-for-

gotten past. History tells us that the great achievers through
the years have been visionary figures, who projected into the
future and did not spend time belaboring things which had
already passed. Those folks thought of what could be, rather
than what already was. From that point they moved them-
selves into action to bring things into fruition.

During PTG’s past 40 years some opportunities no doubt
were missed but on the other hand we have to be proud of all
the opportunities which were taken advantage of and have
subsequently brought us to our 40th anniversary.

It would be super to greet this landmark year with an at-
tendance figure in excess of 1,000 attendees. We look for-
ward to seeing and greeting you in Orlando!!

it's Up To Me
| get discouraged now and then
When there are clouds of gray,
Until | think about the things
That happened yesterday.

I do not mean the day before
or those of months ago,
But all the yesterdays in which
I had the chance to grow.
| think of opportunities
That | allowed to die,

And those | took advantage of
Before they passed me by.
And | remember that the past
Presented quite a plight,
But somehow | endured it and
The future seemed all right.
And | remind myself that |
Am capable and free,

And my success and happiness
Are really up fo me.

—J.J. Metcalfe
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Every part in a Steinway plays a role in creating A(Mitionaﬂy, a full line of Steinway & Sons
a piano renowned {or its -unequaled touch, tone and merchandise, inclucling sllirts, hats, and mugs is
enduring investment value. So, when one invests in a available. You also have the added convenience of
new Steinway piano, it’s 100% a Steinway. And we want using VISA, MasterCard or AMEX. So, whenever
to make it easy for piano technicians to lzeep it that way. you need genuine Steinway parts, call Glorie Lefrak at
Our Parts Department stands rea-dy to fill your parts ¢\ ¢  (718)204-3150 or fax our Parts Department at
order, including a prompt tuxnaround time on hammers \ (718) 726-4889. Because once it leaves the factory,
and action parts. We also offer case and fumniture parts. “Zln the most important part ofa Steinway is you.

STEINWAY & SONS

One Steinway Place, Long Island City, New York 11105, (718) 204-3150
Fax Your Orders to (718) 726-4889. Visit our web site http:wiww.glg.com/steinway

©1996 Steinway & Sons. Steinway and the Lyre are registered trademarks.




Measuring for Coils
‘When replacing
strings in pianos it is
often difficult to de- CUT HERE
termine three inches =2

beyond the tuning
pin. Put a piece of

electrical  spaghetti R

or insulation (avail-

able from Radio 3 INCH P IECE OF

Shack) that is exactly ELECTRICAL SPAGHETTI
three inches long

~over the end of the
string and line up
with the middle of
the tuning pin (See
Figure 1). Cut off at
the top and youll
have exactly three
inches of string to
make your coils.
— Francis Elmer
Green Bay, Wisconsin

TUNING PIN
L=}

TREBLE WIRE
4

5B

Avoid Clogged
Aerosol Nozzles

To aerosol can users: have any of you tried putting a
piece of masking tape over the nozzle spray hole, and partly
around the sides of the nozzle (for better holding) right after
spraying, and that without turning the can upside down to
first empty liquid from the nozzle? I've used the masking tape
seal method for many years. It works great. Treated that way,
I have used spray cans as much as a year later, and the nozzles
did not fail to perform well. Be sure to press the tape well to
the front part of the nozzle. I do, however save nozzles also,
just in case.

— Al Jeschke, RPT
Calgary, Alberta
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Adjustable Key
Bushing Clamp

The old spring-type key
bushing clamps, while not
well suited to rebushing
whole sets of keys, can be | NUT SCREW
quite useful in the field for & &

the occasional replacement
of balance rail key bush-
ings. To make a one-size-
fits-all balance rail bushing
clamp, simply put a screw
through it so it is adjustable (See Figure 2). Use your mi-
crometer to set the width.

LA

=8

— Francis Elmer
Green Bay, Wisconsin

Fitting Hammers to Strings

A very simple way of doing that final fitting of hammers
to strings is to make a number of small right-angled sanding
blocks with strips of fine abrasive paper glued on the appro-
priate spots. The illustration shows the three blocks that I
use. They are about three inches long, and can be made from
corner molding or simply two strips of wood glued at right
angles. I use 320-
grit emery paper
for the abrasive,
backing it with
double-sided tape
and then cutting
it into strips.

Go through a
piano that needs hammer fitting, find all the places where
there are open strings, and mark on the key upstop rail with
chalk indicating where the hammers need dressing down.
There are three configurations of sanding blocks: one for a
side string, one for a center string, and one for a side and
center string together. Rather
than changing blocks for each
hammer, it is easier to make
one pass with each block, do-
ing, say, all the side strings first,
all the center strings next, and
all the side and center strings
third. After making passes with
all three blocks, check for open
strings again and repeat if nec-
essary. Normally two or three
passes will get the job done.

— Chris Gregg, RPT
Calgary, Albertag

FOR CENTER FOR CENTER &
STRING OUTSIDE STRING

FOR OUTSIDE
STRING

Photo 1 — Side-string
sanding block shown in
position to dress left side of
hammer.
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TIGHTENS ®
LOOSE TUNING PINS

___TUNE IMMEDIATELY « PE

z $152531"‘j POSTPAID CHECK WITH ORDER ANYWHERE
Free Technical Data

The LUNSFORD + ALDEN Compan

146 WOODBRIDGE CIRCLI
AYTONA BEACH = FL_,

Call the Home Office
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{ % Data transfer into PSM is available.

Reyburn Piano Service, Inec. 2 1-888-SOFT-440 30 day money back guarantee

Dean L. Reyburn, RPT @f Apple-authorized VAR Web page: www.reybum.com I v
{ 2695 Indian Lakes Rd. NE RCT/PowerBook Packages Email; dean@reyburn.com Free
Demos

{ Cedar Springs, MI, USA 9319

™
berTuner
RCT is a software program which transforms a Macintosh PowerBook computer
into a stand-alone advanced visual tuning system designed for professional use.
RCT includes four fully integrated software components:

Cy

b &) Chameleon 2™ Listens directly to the piano and calculates an aural-quality tuning
for use by CyberEar. You choose the tuning style to match the piano.

, CyberEar™instanily and graphically shows a string’s pitch on the Mac’s screen.
E features auto-noteswitcher, auto-pitch raiser, and aural temperament sequencing.

1
9| Pianalyzer™is a specialized piano spectim analyzer. It graphically shows pitch,
=} inharmonicity, volume and sustain for up to 12 partials, Great for voicing!

MIDI & File Management: unlimited tuning record storage, graph, print, edit,
score, create historical temperaments. MIDI transfer to/from an SAT.

Piano Service Manager™ for Dos: $295 Tuning Manager™ for D0s: $295, or Madintosh: $495

¥ Harness your PC/Mac’s power to the Accu-Tuner!
# Chameleon creates custom aural quality tunings.
 MIDI transfer-backup, edit-graph-print-score.

Y MIDI interfaces for PCs and Macs

7 Complete Customer Care, On-screen schedule.
* Integrated Billing, Auto-Reminders, and more....
s New to computers? PSM is for you, it's easy!
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RCT video demo: $10
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WITH CAD OR SIMILAR DRAFTING EXPERTISE

Dampp-Chaser Electronics seeks a technician to undertake a project to provide
computerized scale diagrams of the undersides of the 30 most popular grand pianos in
usetoday. Finalinformation mustbe available to Dampp-Chaserin Windows compatible
format (.DXF), for use with Adobe PageMaker or similar.

TUNING SET

Jor the professional tuning of pianos

* 5 piano tuning programs, 8 octaves
* Opto-electronic strobe display
* Pitch between 380 and 470 Hz
* 15 historical temperaments

* Programmable memories

* Instructions in English, etc.

* Attractively priced -

* Money-back-guarantee

Parts for harpsichords, Marc Vogel, Box 1245/UH
D-79795 Jestetten Germazty . .-49-7745 - 8156 Fax. - 1669

Our objective is to make the planning and instaliation of Dampp-Chaser systems easier
for both the inexperienced and experienced technicians. Submissions should include
method proposed for obtaining information as to which are the 30 most common pianos
in use today, time required for collecting specific measurements, assimilating and
computerizing data, final output format, total time requirement and estimated completion
date, as well as your proposed fee (including all costs) to complete the project.

Submit a quotation and full outline of your plan to:
Gayle Mair, Dampp-Chaser Electronics Corp.,
P.0. Box 1610, Hendersonville, NC 28793.
Submissions must be received by July 1, 1997.
Classification as a Dampp-Chaser Field Expert
would be helpful but is not required.

DAMPP-CHASER®
ELECTRONICS CORP.
800-438-1524

www.dampp-chaser.com
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... Thank Youl!

Everyday, future technicians ask the Home Office for locations of education
and training facilities offering a course in piano technology.

The School List provided by the Home Office is very limited, containing onl
26 sources of training locations around the country and outside the U.S.

If you are a Piano Technician educator, are employed within a training
facility, or know of a course offered in piano technology, please contact the
Home Office at 816-753-7747, or submit the information to 3930 Wash-
on, KC,MO 64111, so we can add the name and location to our existing

Smoke damaged piano?
Guaranteed Odor Removal

Majestic Piano Company!

B @ o- -
5 - 7th Ave. North ﬁ&ﬁf’iﬁf’-ﬁ .
* Diagnostics &

Hopkins, Minnesota, 55343

We work with Insurance U.S. & Canada

written estimates
* Moving services
nationwide

Companies ¢ Fully Insured
Dealers Dave Swartz, RPT * Full rebuilding &
Technicians Visit our web site: refinishing services

“Piano Owners e
Manufacturers httpl/ / Www.majesticpiano.com

Complete written
appraisals
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e |lysterious Action Problem

Recently, I encouraged a customer to get a better piano
since her children were playing with much better proficiency
and their little console was needing a lot of work. I sold her
The Piano Book and recommended a particular dealer where
she could start looking for a new instrument.

Since this person obviously leads a charmed life, she
walked into the recommended dealership within a week after
they had gotten a slightly used Kawai GS-30 on consignment.
She hired me to inspect the piano and I recommended that
she buy it since it was in such good condition.

Now I'm thinking about the fact that she is paying me my
evaluation fee and that also I will receive a finder’s fee from

. the dealer because we have a standing deal. This strikes me as
a conflict of interest while, at the same time, I think that I’m
being honest with my customer about the condition of the
piano and the fact that, if I were in her shoes, T would buy the
piano. :

Am I doing the right thing or do I need to return one of
the fees?

— Thomas A. Cole, RPT
Santa Cruz, California

Keith A. McGavern, RPT: I appreciate and re-

spect your decision to have others consider
@ your concern. Here’s my gut reaction to your
presentation. If your evaluation of the piano
in question 1) was in her best interests, 2) de-
termined it to be in better condition than her current instru-
ment as you indicate, and 3) was not solely based on receiv-
ing a commission, I'd rest easy.

Charles Farinella, RPT: This is an interesting question, and
one that’s difficult to answer. My own policy is to not take
money from dealers under any circumstance. I don’t feel it is
wrong to do so, but I've always felt that if my customer found
out that I was taking money from the dealer, they might feel
there was a conflict, whether I had given them good advice or
not. By not taking any finders fees, I just totally avoid the
whole situation.

Ed Foote: If you have enough of a question—in your own
mind—to write about this, imagine how much question there
would be in your customer’s mind. I think your “standing
deal” with the dealer makes you, by extension, a salesman for
his wares. If you think that your future is best served by this,
go ahead.

If, however, you believe that your career is best served by
establishing a reputation as the customer’s advocate, and by
having the ability to be totally impartial, then the money
from the dealer must be foregone.

What will be the result if a competing dealer or tech
points out to a customer that you are being paid by the dealer
you are recommending? Your credibility is shot, as customers
are suspicious of dealers to start with, ( witness the furor that
erupts on the message boards when a question is asked about
dealer’s reputations!)
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Over the long run, being regarded as a source of a com-
pletely objective (insofar as possible) opinion on the pianos
will be worth more than the dealer’s money. Integrity is not
enough; it has to look like integrity tdo, and in the customers
eyes, that dealer money in your pocket can make them ques-
tion why you are saying what you are saying. (Even though, in
this case, the Kawai was the right piano for them.)

McGavern: Point of clarification: my own policy has always
been and continues to be not to accept any commissions
from dealers. However, in reading Tom Cole’s post I re-
sponded to what I perceived to be a moral dilemma rather
than an ethical one since the act was already a done deed.
Maybe a misjudgment on my part. The advice of the others
carries much more weight in this respect. My apologies for
any misunderstanding.

Jon Page: If, at the time you recommended the dealer to the
customer, you were unaware of the forthcoming finder’s fee;
then you acted in good faith. I have in one case, where a
longtime customer was referred to a dealer for.a specific pi-
ano they wanted, and not charged them for finder’s fee (cus-
tomer service). And the dealer’s finder’s fee was rebated to
them in the form of a free tuning.

What I do call unethical are these so called “piano bro-

- kers.” They relish the “double dipping.” I have advertised

quality pianos at very fair prices. A few “brokers” answered
the ads and ultimately would not refer if there weren’t a 10-
to 15-percent commission (I don’t leave this margin in the
asking price). They will refer to whomever will give them the
highest commission. This indicates to me that they do not
have the best interest of their client in mind. The client is
paying them to find a piano. People need to be warned about
these slugs.

One incident comes to mind where a piano teacher was
brought to the showroom to assist her student in the selec-
tion. After the piano was selected by the student and the
teacher tried it, she brought the dealer aside and said: “If you
give me an artist’s bench, I'll approve the sale.” Needless to
say, the dealer was floored. But not wanting a $300 bench to
hold up a $13,000 sale, he agreed. So here she was being paid
by her student and using extortion on the dealer.

‘When asked for a finder’s fee, I usually ask if they go into
a restaurant and demand a free dinner because they told
people to dine there, or car dealership, barber, dentist,
etc.... One restaurateur asked for a discount since I would be
tuning once per month. I said that I would give him the same
discount he would give me for dining there once per month.

McGavern: As T understood things, it was not a finder’s fee
Tom Cole received from the customer. He was paid by the
customer for an evaluation of a piano which the customer
decided on at the dealer’s store he recommended. This
would be unrelated to the commission/finder’s fee dilemma
concept. As some others have indicated, though, this still
doesn’t remove the possibility of how it might be perceived
by others if discovered later on that a commission was being

received.
This teacher you described is providing a service to the
Continued on Page 12
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Continued from Page 10

student and to the dealer and to herself (though I"'m not nec-
essarily sanctioning the method or approach you described).
My question: is it really unethical to receive payment on the
same deal from different sources, or is it only unethical in the
manner or approach in which a person arrives at receiving
payment from different sources?

Newton Hunt: I have returned appraisal fees to the customer
explaining that I received a commission from the dealer. The
customer will be yours forever. Or you could do a free tuning
for her at some later date. Ethical lines are clear. You should
not get paid twice for the same job.

Look at the other side of the coin. If she did not buy that
piano, then you are in the right to keep the fee. Your time is
worth much to you and to her. If she buys a piano from a
dealer or a private individual who will not give you a commis-
sion, then you keep the fee.

I have had to pass up commissions from two dealers be-
cause I was on salary at the University. As a state employee,
those commissions could have been construed as kickbacks
or some such other illegal compensation. Been there, done
that. Paid that, lost that.

David Sanderson: Anytime you take money from both parties
in an agreement, your credibility will be vulnerable. Person-
ally, I don’tlike it when our politicians say that the taking of a
person’s contribution never influenced their policy decision
making. Why? Because they cannot prove it. It’s a “trust me”
situation.

We sell rebuilt pianos at my shop. A customer called us
one day inquiring if we had any rebuilt Steinways. We did,
she came out, she looked, she played and she liked. And then
she hired her technician to come out to our shop to evaluate
the piano. The technician came out (it was a totally social
visit), and left. We sold the piano after a positive recommen-
dation. Okay, not my problem that the technician didn’t
even pull the action. Anyway, after the delivery was com-
pleted, the technician calls up asking for the “customary five
percent commission.” Whoops!

It turns out that this technician was partially responsible
for the customer’s initial call to our shop, although more
than one technician had recommended us. Well, the techni-
cian felt we should split the five percent fee with the other
technician. Settling for two-and-a-half percent seemed appro-
priate to this person. Wouldn't the customer who did the hir-
ing want to know about the technician’s five percent commis-
sion request? She did and was indignant that a $1,250 request
was made for the small service provided.

I realize that this story hits a nerve with some of you who
make a fair amount of money in this manner. I hear the rea-
soning about the time involved, etc. The point is that if you
are hired by a person, you work for that person, at least that’s
what they think, and to accept money without their knowl-
edge and approval from the other party, is a betrayal of their
trust.

Telling a customer where there is a good honest piano
dealer or recommending a certain brand piano does not
seem to fall into that category to me. If it is a service we
should bill the person to whom we provided the service. It
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smacks of being sneaky to turn around, call the dealer and let
them know we are sending over a customer and to put our
name on a list for the fee.

Page: Five percent is an outrageous commission to shell out
for a referral. Had they taken an active part in the sale by ac-
companying the customer to the store and supporting the
dealer in the sale, this would have been justified. I could see
$100-200 for just giving out 2 name as a professional courtesy.

It’s bad enough to have the government reaching into
our pockets. I have referred many people to dealers and
other techs for purchases and not expected or demanded a
commission. I was glad to be able to help both parties. I look
at aiding customers with referrals as customer service. I don’t
expect a fee from them. But if they want me to appraise a pi-
ano, that’s different. In the 25 years I've been working on pi-
anos, I've never had the opportunity arise to collect money
from two parties on the same piano sale. So the conflict never
appeared. Maybe if T had pursued my referrals I would have
enough to get a faster computer.

Patrick Poulson, RPT: Tom, it seems to me that the crucial
matter to you would be the appearance of unethical behav-
ior. Even though you evaluated the piano fairly and gave the
customer the information you were hired to provide, the fact
that you subsequently received money from the dealer could
lead the customer to jump to the conclusion that your judg-
ment might have been influenced by the possible extra dol-
lars from the dealer. Our reputations as technicians are as
much a matter of perception as of reality, and we have to
avoid the perception of compromised ethics even when there
is none. A good reputation is a terrible thing to waste!

Barb Barasa: In the real estate business, brokers always used
to get paid by the sellers. Someone eventually realized that
buyers were under the impression the broker was working for
them (taking them to see houses, helping them get financ-
ing, etc.) even though they were still getting paid by the
seller.

In the last decade or so, there has been a push to clarify
these “fiduciary relationships” (relationships of legal agency
based on trust) by: 1) making it clear to all parties who is rep-
resenting whom and 2) offering buyer broker services, where
the buyer signs a contract directly with a broker who repre-
sents the buyer in all transactions. The buyer brokers I know
will not handle “both sides” of a transaction. This is called
“dual agency.” It is not possible to get the best price for the
seller and the best deal for the buyer. If one of these brokers
has listed a property and a buyer comes in to find out about
it, they will refer the buyer to another agent.

Intention does carry some weight legally, I suppose. But
in this kind of transaction, intention is overruled by lines of
agency. I realize that the situations are not exactly the same,
but they are close.

Tom stated that he was being honest with the customer
about the condition of the piano. It seems to me there would
be no moral or ethical dilemma if he were also honest with
her about the fact that he will receive money from the dealer.
If that gives him a queasy feeling in the pit of the stomach,
then I think his question will answer itself.

Continued on Page 14
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Continued from Page 12

Larry Fine: I agree with the many other posts that it .is not
ethical to receive payment from both parties. The customer
has a right to expect that you are unbiased, and receiving
payment from the dealer is a betrayal of that trust. If you ex-
pect to do many piano inspections for customers, you would
probably be best off with a policy of not taking payments
from dealers. If you do decide to continue taking payments
from dealers, then you should reveal that to the customer
when asked to inspect a piano. If the customer still wants to
hire you to inspect the piano, then they should pay you for
doing so, but at least it is their informed choice.

As far as the present situation goes, since it is a “done
deal,” T would not mention it to the customer. Although re-
turning the customer’s fee might, as someone suggested, give

you a “customer for life,” it also might make the customer

question if their newly-acquired piano is really any good, and
could just as easily turn the customer off to you and make
trouble for the dealer. If you are concerned (with good rea-
son) that you took money from both sides, I would instead
return the commission to the dealer. It certainly won’t harm
your relations with the dealer, but more importantly, if you
are ever accused of taking from both sides, you can honestly
say you didn’t.

Tom, it’s admirable that you are thinking about these
things and are willing to share such a sensitive subject with
the list. Thank you.

Gina Carter: Tom, this has been a good discussion, not only
for you who asked the question in the first place, but also for
us who have pondered over the issue itself and all the re-
sponses. It certainly has made me re-examine my own posi-
tions. For myself only—I am not making a judgment on any-
one else’s ethical position—it is wrong to accept two pay-
ments (or whatever I call them) for the same purchase of a
piano. One or the other—okay, but not both.

The primary service I sell is my time and knowledge. The
physical aspect of my profession is secondary. This is how I
make my living. If T am not paid for my primary service, I do
not succeed in this business. If I do not conduct myself as
ethically as I can, I can’t look at myself in the mirror.

Food for thought: when I accept a commission for a pi-
ano sale, I include the normal, follow-up warranty service at
no charge to the seller (tightening screws, adjusting the regu-
lation, etc.). Normal maintenance, including tuning, is still
the buyer’s responsibility. Not advocating that anyone else do
this; it is just my personal way.

Thanks for asking the question and thus reminding me
that it was time to re-examine!

Sanderson: Well, for some reason earning money this way
never set well with me. I never like being asked for the fee
and I never want to be given a fee, so at least I am consistent.
‘When I send a customer to a dealer to look for a new piano, 1
call up the dealer and let them know I have referred them
this person. The standing agreement is, don’t try to steal this
client away from me (by badmouthing independent techni-
cians) and let me do the “free” tuning for you. This keeps my
relationship with the dealer in high regard (some stories that
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ethical quandary) and if the customer does buy a piano, it en-
hances my relationship with the new owner as well. All the
while I remain a piano technician doing my job, for both cus-
tomer and dealer, with a consistent focus of working on pi-
anos.

Perhaps the underlying assumptions about the taking of
referral fees are what get my goat. For what am I getting
paid? Do I think that my advice is for sale? If so, then the
wrong person is paying because I give my advice to the buyer.
Or is it a service I am providing for the dealer for which I am
justified in charging? These are some of the questions with
which T am unclear.

Response from Tom Cole:

Thank you to all who have responded so far. A lot of food
for thought, and I'm coming to some conclusions about what
it is that I can live with (ethics) as well as what are some ele-
ments of good business (morals?). If I think, in my own case,
that I have served the customer in the best possible way, then
I am operating within my own ethical boundaries, It is a sepa-
rate point, however, that how the customer perceives my eth-
ics may be an entirely different view and, yes, my reputation is
worth protecting.

Newton, I don’t understand why the return of the ap-
praisal fee would necessarily result in a happy customer. If
you refuse the money then do you also recommend another
technician to do the appraisal? I'm seeing that the problem is
rooted in agreeing to take commissions in the first place.
How can I ever be expected to provide reliable information
about pianos to potential customers if there are dealers out
there who offer me commissions? If I am in the business of
selling my advice about pianos, then I don’t see how I can be
in the piano sales business.

So, I've decided what I'm going to do about the future.
What remains is what to do about the current situation. The
piano is bought. Commission and appraisal checks are al-
ready in the mail. I gave the buyer reliable information. I had
long forgotten about the commission deal I made with the
dealer. The last few evaluations I had done there resulted in
my advising against buying.

Since I know that I have done right by my customer, I'm
concerned that if I try to “fix” anything, I might cause more
problems than were solved. I earned the appraisal check, and
under the circumstances, the commission check I view as an
unexpected tip. However, I can see the potential for harm in
the future so I have formed a new policy of not receiving
commissions from anyone.

Barb Barasa brings up a good point about the customer
knowing about the commission. I think full disclosure would
be the right thing to do. ‘

Thanks, again, for helping me think this through. I'm
still open for further comment.

— Thomas A. Cole, RPT
Santa Cruz, Californiafi



Letters

Regarding Bob Hohf’s Bechstein Series

Fine series on pinblocks and Bechstein. Mr. Hohf
figures the pinblock torque downward to be the prime
mover here and this certainly seems relevant. I have several
observations and questions.

His hypothesis depends on a gap at the pinblock step
allowing a crack, but I don’t see the crack allowing down-
ward movement to close the gap. The iron is not flexible,
and if anything, wouldn’t the cracking rotate the agraffe
side away from the gap?

I have limited restringing experience but have done 15
to 20 over the years, including several Steinways, a Yamaha
grand and an assortment of other grands and uprights. After
de-tensioning and string dismounting, I have, in most cases,
found the strut nosebolts to admit a good quarter-turn
downward before the strut relaxed. This is not surprising to
me, as the struts lie above the string line and want to buckle
upward, over time deforming slightly the beam below. This
gradual yielding (creep) over time, more apparent in older
instruments, allows that much buckling in the strut which
would certainly show as stress at the crack area in question.

I once saw an upright with a crack at the top of a strut
near a nosebolt. I also once restrung a Bechstein with a
crack such as we’re considering! Seeing the strut drop a
good bit as I relaxed the nosebolt gave me reason to think
the crack-causing stress would be notably relieved and
without welding, the piano has been fine for a decade or so.
1 just told my client never to move it or allow any earth-
quakes to strike (Palo Alto, CA!). Oh well, we agreed it was
risky. Doesn’t it seem that the “American System” has much
more iron across the webbing to handle this buckling
movement regardless of the sum of its origins? It’s a plea-
sure to take part in such discourse with colleagues of far
greater experience.

— Norm Albers, RPT
Grants Pass, OR

Child Development and the Important Role
of Music Making

As a result of the intensive media coverage of the
NAMM funded work of Drs. Frances Rauscher and Gordon
Shaw, we wish to make you aware of the Newsweek Special
Edition that is currently on newsstands. It is entitled "Your
Child: From Birth to Three.” The cover date is Spring/
Summer 1997. The research findings about music and early
childhood development by Drs. Shaw and Rauscher are
sighted in this special edition on page 31.

In addition, the researchers were featured on a special
series on "NBC's Today Show" on April 15. This feature was
one of the best treatments of this groundbreaking research
to date. NBC is making the series available for purchase.
Copies of the NBC five-part series on early childhood
development entitled "Bringing Up Baby" can be obtained

on video for $29.95 by calling (800)420-2626.

Frances Rauscher represented the music community at
the White House Conference on Early Childhood Develop-
ment and the Bram on April 17. She then testified before
Congress on Apnl 23 as a NAMM representative where her
remarks about her research as well as the role of music in
early childhood development were very warmly received.
Look for a full report in an upcoming issue of Playback.

As the media coverage of the issue of "how children
learn,” and the ongoing AMC media campaign supporting
the Shaw/Rauscher research continues over the next several
months, these activities create a window of opportunity for
NAMM members and our advocacy colleagues in our local
communities. Use this information in a meaningful way to
highlight the critical and important role music making plays
in the development of a child.

At a time when we hear more and more about the need
to focus on reading and math, we must inform decision
makers at all levels of these results to ensure that the vital
role music plays as a core subject will not be overlooked.

Thank you for your continuing support.

—Larry R. Linkin,
NAMM President/CEQO

Marketing Tools

Brochures

« How Should | Take Care of My Piano?

+ How Often Should My Piano Be Serviced?

+ The Special Care & Maintenance of the
Teaching Piano

Members: 50/$20, 100/$35, 500/$150

Non-Members: 50/$26, 100/$47, 500/$199

Technical Bulletins

*  Pitch Raising

* Regulation

« Humidity Control

+ Voicing

<  Finish Care

« Rebuilding / Reconditioning

Members: 50/$12, 100/$20, 500/$90
Non-Members: $50/$16, 100/$26, 500/$120

Stop by the PTG Booth in the Exhibit Hall
at this year's Convention & Institute in
Orlando, Florida to stock up on all your

Business Aid needs
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The 2nd GPA
Dublin International
Piano Competition
Dublin, Ireland
All Six Prize Winners
selected Kawai.

¢ 42nd ARD International
Music Competition
Munich, Germany
trst Prize Winner selected Kawai.

The 45th Ferrucc
international Piano Competitiori
Bolzano, Italy
First Prize Winner selected Kawai.

The 11th Santander
International Piano Competition
Santander, Spain
First Prize Winner selected Kawai.

The 2nd Hamamatsu
International Piano Competition
Hamarmatsu, Japan
First Prize Winner selected Kawai.

The 10th International
Tchaikovsky Competition
Moscow, Russia

Top Two Prize Winners selected Ka

The 9th Van Cliburn International
Piano Competition
Fort Worth, Texas, USA
First Prize Winner selected Kawai.
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t's becoming a familiar refrain.
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Masochistic Music Inc.

(or Accounting for Tuners & Other Dummies)

By Jim Bryant, RPT
Northeast Florida Chapter

Introduction

ome of the earli-
est known writ-
ingsinclude, from

early Mesopotamia,
records of the amount of
wealthin thestorerooms.
These records include
precious metals, cloth,
and food stocks as well as animals. Even back during those early
days of civilization man recognized the need for keeping track of
where the wealth, and therefore the power, was.

Even early art demonstrates record keeping of sorts.
Hand prints on caves in France and Australia from prehis-
toric times say “hey look, I was here—don’t forget me.”
Likewise the budding art form of depicting animals was a
recording of the wealth that they had, or hoped to have,
during those early days of record keeping. The need for
keeping records has not really changed since those times,
for all the same desires and hopes and dreams are still with
us as they were with those people long ago.

As we travel this brief road of accounting together, I
hope you will gain from something I have said, or not said,
to either confirm your methods and reasoning or give you
thought to change them.

Purpose of Accounting

There are many reasons for keeping track of your

business and personal finances, among them being:

Taxes :

Records for obtaining desired credit

Saving for future expenditures

Keeping track of time worked, etc.... Records of this

type let you know where you are, or rather were, at any

given time in relationship to where you want to be or

where you need to be.
With a comprehensive record of results (accounting)
you can decide where you want to be (forecasting) and what
you need to do to be there (planning). I know ! I know !
You’re saying, “here we go again about business planning.”

“Don't be so busy taking
care of business that you
don’t take care of your
business.”

Ao~

But that is what only a good accounting system allows you to
do; and that is why we are going to briefly explore the
subject. Bear with me and I will try to keep it interesting and
useful.

Each of us needs to keep a system of books, or account
ing, for the following reasons:

* To keep track of how much money is not being made.
This is a rather negative view of accounting but a good
system will tell us this and the information derived from
this view is a road sign telling us to hurry.

* To keep track of how deep in debt we are. This is also a
negative viewpoint, but again a useful one, that lets us
know where we need to put forth more effort and why.

* To keep track of our expenses and income. This is a
neutral viewpoint and it tells us what the facts are and
from those we can decide whether we are ahead, behind
or that we need to change our focus in order to change
our direction.

* To determine where we are in our yearly budget fore-
cast/plan. This also is a neutral viewpoint where the
results tell us what we need to know in order to expend
our efforts more gainfully.

T};pe Of System Most Tuners Use?
* The Envelope System

The envelope system is favored by those who like to
keep everything in one place but do not want to take the
time to sort every thing out as invoices are filed. Typically
this takes two forms:

1. One envelope for all of one month’s invoices and
payables.

2.0One envelope for each category of account, i.e. parts,
car expense, cash received, etc.

Now come on and admit it, don’t you
remember saying, “Hey, Sam (or Sally),
where is that big brown envelope with the
pink giraffes on it ?”

* The Drawer/Shoebox System

Again, this method is favored by those
who like to keep everything in one place,
but do not want to take the time to sort
every thing out as invoices are filed.

Typical use of this system is to put all expenses in the
shoe box and all invoices in a drawer. 1 think we all are
guilty of putting something in a kitchen drawer, near the
telephone, so we would not lose it, and promptly forgetting
where we put it.

]
)

N
by

Continued on Next Page
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» Generic Tax-Filing Firms

This system is where you take your drawer, shoe box,
and or envelope to a professional tax preparer and say “can
I pick this up tomorrow?” The typical answer to this is “Well,
certainly you can!” or an occasional strange look with a
smug smirk. If we fit into this category of bookkeeping we
are losing money, hard earned money. This is not a dig at
generic firms; they provide a needed service, but just like in
computers, it’s “garbage in—garbage out”!

» Simple Books

Defined for this article as being the “Cash method,”
single entry. The simpler we keep our record-keeping the
more likely we are to use it. Keeping our records up to date
keeps us in tune with our business. To put it another way,
when we take the time to take care of our business records

- as well as our business practices, then our business will take
care of us. Just to be redundant let me say it a third way:
don’t be so busy taking care of business that you don’t take
care of your business.

¢ Complex Books

Defined for this article as being the “Accrual method”
and using the double-entry type of books. This system can -
supply much more information of a specific nature and is
the system most preferred by taxing authorities.

Given the above systems to choose from it probably
would be safe to say that most of us use some combination -
of these. What we choose to do in the way of accounting or
bookkeeping will have an effect on our business and its
health. In the last paragraphs of the article we will discuss
pros and cons of these systems, i.e., Cash or Accrual.

I felt that there would be a wide range of approaches to
accounting for our trade and because of that I ran a very
limited, nonscientific survey. I took advantage of the coop-
erative spirit of the people who inhabit the “pianotech” list
on the Internet. Explaining that it was research for an
article, I posed the following questions:

A. Which method of accounting do you use for your business?
1. Cash. 2, Accrual. 3. Other.
B. Do you use a computer in keeping your books?

1. Yes. 2. No. 3. Half and Half.
The results of this small, quick survey are as follows:

Cash method 37 80.4%
Accrual method 8 17.4%
Other 1 2.6%
Total responding 46
Use Computer YES 32 69.7 %
Use Computer NO 6 13.0 %
Hali & half 8 17.4%
Total responding 46

Note: totals not 100% due to rounding

Percentage responding out of total possible responses 12.24%
As you can see, the response from those folk was very,

very good in terms of statistical significance and reliability.

" One factor that must be noted is that the people who

he essence of foolishness is doing the same thing this
yearthatyoudidlastyearand being surprisedthatyou
are not any happier with the outcome this year than
you were last year, Huh? Well, to'run a Profitable Piano
Service Business is really extremely simple: if it doesn’t work

ways, then when you find a way that works, you will be well
on the road to having a profitable and successiul business.

any kind and they all revolve around that dreadful word
“Planning.” You have to know where you want {o go so that
when you get there you will know where you are. That is

well ask. To which I would answer, know your market and
develop the three most important things in the Piano Tuning
Business. They are: 1. Attitude, 2, Attitude, and 3. Attitude.

in fact won.

Of course, if your market consists of only 14 customers
you will not be able to buy that new convertible you want. So
know your market by determining the following: 1. Dealersin
your area, 2. Music teachers, 3. Churches, 4. Institutional
owners, 5. Music or Civic Societies, 6. Public Schools, 7.

fowns.
network, the more opportunity you will have to succeed inthe

piano tuning business . Keep the right attitude and you will
be profitable; know your market and you will be successful,

thatway, don’tdoitthat way. This will force youto try different

There are many elements in.a successful enterprise of

simple enough, right? “Jim, how can we do that?” you might

With a good attitude you have the battle under control, if not

Other techs in your area, as well as in surrounding counties/

Aterm used in pop management circles is “networking,”
and that is what | am speaking of doing. The larger your

The attitude will force you to constantly seek out new
information and skills in your chosen field. It will force you to
be helpful to others who might ask for assistance. It will force
you to be a pleasant, competent technician to your custom-
ers. So, with a good attitude, things are more possible than
with a bad or mediocre one.

Now that you are profitable, if not successiul, you can
start working, not on making your business profitable, but
rather more successful. The way to do this is fo start
sculpting your business. This may be accomplished by
weeding out, as it were, the less desirable customers and
filling in their place with more profitable work. For instance,
you have gotten to the point where you absolutely dread
going to the High School to tune their pianos. That's okay!
Gradually replace them with other, less fime-consuming,
customers. ‘

Or possibly start trying to get more needed repair work
from your customer base. Ask your good customers for
referrals. If they are good customers, chances are their
referrals will be good ones also.

In a field where what we do is as much an artasitis a
science, it is sometimes hard o say what is profitable.

. Sometimes it can be measured in dollars and sometimes

that measure falls far, far short of being a true measure of
profit. So allow your good- attitude 1o guide you in your
business life, doyour market research, plan and stretch your
goals, and you will be surprised at how quickly and how often
your hard work and good attitude will allow opportunity to
come your way.B ‘
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responded are very comfortable with computers and this no
doubt skewed the results somewhat toward computer use.
However, having said that, we need to look at the answers
that indicated either not using the computer or using a half
and half system.

Although the respondents who indicated not using the
computer (or using it just half time) for their bookkeeping
duties are computer literate, they choose not to use the
computer. Why? Any number of reasons can account for
this. Again, we will address this in the last paragraphs of the
article.-

Methods

Cash vs. Accrual

In the “Cash” method of bookkeeping we only enter
amounts when the moneys are paid in or paid out. If there is
a bad debt at the end of the year, it may not be deducted
from your income because it never went on your income to
start with. In order to be accurate, the cash method needs
vigilance with entry because it is easy to forget that you spent
fifteen dollars for gas and four dollars for parking today if
you wait until tomorrow to post your accounts, particularly if
you put the receipts in the glove box of your automobile.

The “Cash” method is very easy to maintain and very
easy to abuse. Care needs to be taken to make certain that
the cash accounting you do truly reflects your income and
expenses. It is simpler than the accrual method but it is also
less forgiving in some aspects.

In the “Accrual” method of keeping books the entry is
made whenever the funds are earned without regard to
whether they have been paid or not. This is true of both
receivables, and payables. The only account that I can think
of as an exception to this rule is a cash account that is only
adjusted after a transaction takes place. Accrual accounting
is generally more difficult to maintain but it does offer more
specific, detailed, information than does the typical cash
accounting system.

The “Accrual” method also has a built-in safeguard of
sorts in that each entry has an offsetting entry somewhere.
This helps you to catch missed entries quite often. For
instance, you make a bank deposit and haven’t had time to
make the offsetting entries or adjustments and have lost the
invoices for them anyway! Well, the deposit was for $500 and
you know that you need to find $500 dollars worth of
invoices. While you might take awhile to rebuild this docu-
mentation at least you know what needs to be found. This
error-correcting mechanism is one of the benefits of an
accrual system.

Single Entry

A system of bookkeeping in which a business keeps only
a single account showing amounts due (receivable income)
and amounts owed (payable expense). Another way of

A B c [2] E
1_iCategory. Income Expenses
2

3 |tuning Ms. Marple 10.00
4 _|repair job, Kawal Gr. 100.00
5 _|gasoline 20,00
|6 [rent 80.00
7 irebuild S&S #234567 400.00
8 |parts 120.00
9
10|subtotals 510.00 220.00

looking at this is that you tell yourself something.

Single Entry can be either an Accrual system or a Cash
system. If single entry is used as a Cash system then entries
are only made when a bill is paid or a deposit is made in the
bank. If used as an Accrual system, when any expense is
incurred or funds earned it is entered into the books
whether the money has actually changed hands or not. In
this case some items would be listed as a negative item and
some items as a positive item.

Double Entry

A method of bookkeeping in which a transaction is
entered both as a debit to one account and a credit to
another account, so that the totals of debits and credits are
equal. Another way of looking at this is to tell yourself that
you told yourself something, then checking that what you

Continued on Next Page

A | B [8 D E F
1tuning acct repair acct.! parts, repairi rebuild _acct. i  Checking

10.00

repalr Kawai
gas, car

| gas,_truck
rent

rebuild S&S

100.00

\J|d’!m -hlw N [=

400.00

510.00

ol®e|e
o
m
o
o]
7]
3

-

“The hope, and not the fact, of advancement, is the spur to mdushy ?
— Sir Henry Taylor (1800-1886)

he “spur of industry” indeed, for without advance
ment (profit) where would we all be today. Where
would the funds come from to send our sons and
daughtersto College?, to Summer Camps?, to the Doctor?
-Profit is what we are in business for and there is no
shame in an honest profit for an honest labor. Some say
that a fixed fee should be charged for all work done and the
fee should be the same for all customers and all types of
work, | say that any fees should be agreed upon inadvance
for any work and then the fee charged will be appropriate
to whatever the situation is, at that moment in time. There
is nothing wrong with charging the smgfe Mother, or
Father, strapped for cash, less than what is charged a
single Person without chndren aslongaseachagreetothe
charges before the work is done. z
Profit is not just in terms of monetary reward, there is
soul food involved as well. Who among us can say that we
have never given one cusiomer more than another simply
‘because the one customer “deserved it” and the other did
not?
~ Profit is what keeps us in business and available for
satisfying those customers who request our services.
Without profit in the Piano Trades we would be Plumbers,
or Lawyers, or something other than Piano Technicians.
So don't disdain profit, without it you would not be able to
serve your customers, or to feed your inner self on those
occasions where that little something extra, freely given,
has meant the difference betweeén a day spent atworkand
a truly glorious day B ‘
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thought you said, you really did say.

Double-entry systems are well suited to the Accrual
method of bookkeeping. A difficulty in Double-entry is that
some accounts are “Debit” accounts and some are “Credit
Accounts.” An example of this is the Cash account which is
“Debited” when it is being increased by deposit of funds and
is “Credited” when funds are withdrawn. In contrasta
Payables account is “Credited” when being increased and
“Debited” when the payable is paid. Hence part of the
reason for the name “Double Entry.” The other part of the
reason is that for each entry there is one or more offsetting
entries.

Methods For Computer Users

Programs for Bookkeeping/Accounting

Accounting programs available to
all of us today are very sophisticated
and vary in quality of performance
and in-depth of information they will
give back to us. There are very
detailed, in depth, analytical, pro-
grams used by the “professionals” in
accounting. These programs require i
some very good grasp of the details in the practice of
accounting in order to get the maximum benefit from them.

There are programs on the market which will do very
little but add and subtract. Somewhere in the great bell
curve, in between these two extremes, there are many, many
good usable programs that will serve the needs of the
average small-business person. That’s us.

Programs for Taxes

As in accounting programs there are tax-forecasting,
tax-planning, tax-reducing, and tax-preparation programs
that span all ranges of abilities. Also, as in accounting
programs, there is the vast middle ground of programs that
are suitable for our use.

Linked Programs

‘When a program of any nature works in a completely
different and separate program without special preparation
or addressing, it is said to be “linked.” For example the
Brand A accounting program will transfer all needed
information to the tax-preparation program of Brand B.
Typically the two, or three or more, programs will automarti-

- cally update each other as pertinent information is entered
into any of the “linked” programs.

Example of links: Time Slips <-> QuickBooks <> Turbo
Tax. Any change in any one of these programs, if linked,
would change the figures in the other two.

Advantages of using computer programs

1) Day-to-day, week-to-week, month-to-month tracking of
information.

— Reconcile bank accounts on any given day in justa
minute or two thereby giving you complete knowl-
edge and control of your cash flow.

— Do a periodic analysis of payables or receivables
allowing you to step up collection efforts or take

20/ Piano Technicians Journal /June 1997

advantage of payment discounts.

— Keep track on a regular basis of the amount of cash
that would be better used in a CD, or invested in
some manner, rather than sitting in the checking
account. In other words, more ability to let our
money work for us!

(2) Graphical (pictorial) analysis of information. For those
of us who can see things much quicker with a picture
than we can by looking at numbers, a chart or graph is
invaluable. By viewing a chart or graph we can concen-
trate on those numerical areas that need the most
attention in relation to all areas of our business.

(3) Instant categorization of sources of income/profit
allowing us to pinpoint those areas that are most
profitable for us. This will or should, allow us to maxi-
mize our earning potential.

In my survey, most of the respondents listed the ac-
counting program they used and gave me some rational for
using that program. I will list the programs mentioned in
alphabetical order. You can see by this list of different

In preparing for battle I have always found that plans are useless, but
planmng is indispensable.”
~ Dwight D. Ezsenhower (1890-1969)

“Planning ahead is a measure of class. The rich and even the middle
class plan for future generations, but the poor can plan ahead only @
Jew weeks or days.”
— Gloria Steinem (1934-)

lanning is the foundation of our business and know~
ing what we have to plan with is indispensable, ergo
our Books, financial records which are the building
blocks of ourbusiness. We must have the skilled craftsman
to provide the building blocks, that is our job. We must put
themtogetherin such a way as toframe a working, thriving
business, that is our job, too. Bookkeeping can only tell us
~where we have been, we need someone to tell us where
we are going. Whose job is that? Well, that is ourjob also.

General George Pation once said something along
the lines of “Our plans are for letting us know just how far
behind, or ahead, we are after the first step is taken-or the
first shot is fired.” Qur plan, our planning, is exactly the
same and it must be approached as if your life depended
on it;.it does, you know! ‘

If you don’t want a life as a good piano Tech, just let it
happen and you will getyourwish. If, however, you dowarit
a life as a good piano tech, then you must plan for it.
Maximize your strengths and get help with your weak-
nesses; goodness knows there is plenty of help out there
just for the asking.

If you don't plan for the future it will come anyway.
Then when it does come, the future will be the present and
you . will still be where yOu were in the past, ie., just
dawdling along thinking about planning for the growth or
maximization of your business in the future.

I strongly urge each of you to take Ms. Steinem’s
advice and plan for the future generations of your busi-
ness, if notfor your family. Planning and profit can, and will,
make you more able to think of the future in terms of years
and decades rather than just in terms or “days or weeks. "l




programs that there is a range of suitable programs out
there in the marketplace.

¢ Access MSWorks

® Economik

¢ FileMaker Pro

® Peachtree

® Quick books

® Quick Books Pro

¢ Quicken

® Timeslips/Safeguard

How to choose a program for yourself? If all of these
piano technicians are using a different program, how do you
know which is the best one for you? If you are asking
yourself that, join the club ! Each program listed above, and
many that are not listed, will do everything that we need to
do with our records. The differences in approach to pro-
gramming each application makes the various titles work
differently, while giving the same final results....

‘Well then, Jim, how do I decide which is the best
program for me to use ? I'm glad you asked that question!
The answer is really very simple: use the one that fits you the
best. The way to find that out is to try all of the programs
and see which one you like best. Now, by the time.you have
done that you will have spent several hundreds, if not
thousands, of dollars and you will be very upset with me.

So, to keep that from happening I suggest that you talk
with other technicians who do the same type of work that
you do and see what they use. Ask them what they like about

On Taxes

tax (taks) n. p
" 1.A contribution for: the support of a government
required of persons, groups, or businesses within the
domain of that govemment
—~ (American Heritage chtlonary)

Governmentto carryoutthe desires of the people as

expressed through their duly-elected officials. We
must each pay our fair share of taxes and must be certain’
that we do soin a timely manner. Qur tax codes, however, .
give us many opportunities to reduce our tax burden in a
legal and lawful manner. It behooves each of us as a -
taxpaying citizen to pay no more in taxes than the tax laws
require us to do. To pay more than what we are legally
required-to pay is to give the Government the wrong
information as to our ability to pay and therefore will lead
{0 an even more onerous tax code, Thte wnil be your fault '
if you pay too much in taxes!

So in order to help the Government maintain an even
tax burden on us we should each take advantage of as
many of the legal, lawful, allowable tax deductions as
possible when we file our taxes each year, - :

‘Hey, guess what!? :

Agoodset of books, and a good tax management plan
will help you do just that! You didn’ t think that lwas gomg
to let you off that easy, did you?

Tax-reduction strategies are every | bit as much a fact
of life in today’s business world as is the cost of a new set
of hammers for that rebuild. Like planning for-your family,
don't lettaxes just happen to you; plan for them, and plan
well, i , ‘

T axes are needed, and indeed required, in order for

their program and what they don’t like about it. Ask if they
would buy the same program again and if not, why? Several
of the more popular applications offer trial programs. These
programs can be downloaded off of the Internet and
typically have some of the features locked out so that you
cannot prlnt or export them. You can get a very good feel
for what is available by this method but the only way to know
whether you really like a particular application is to buy it
and use it. If you fit in the normal pattern you will not be
satisfied with the ﬁrst application you buy, but that will give
you the experience fo realize the features that you consider
desirable and to get when you buy the second application.

The costs of these programs vary tremendously and do
not necessarily indicate their functionality or desirability.
Most accounting programs are in the reasonable range of
pricing and any one that you use will pay for itself very
quickly. The savings'in the area of taxes alone will probably
pay for your first program the first year that you use it.

Pros and Cons

Manual vs. Computer

We have discussed methods and types of systems very
briefly because I know that we are piano people and not
accountants. Now letlus explore the pros and cons of Manual
versus Computer bookkeeping.

¢ Manual Systems Pros:

1. Absolute control over how information is entered into
your books. !

2. Absolute control over what is entered into your books.

3.Books must be lost, stolen or destroyed physically for
information they contain to be lost.

4.Very inexpensive to set up.

s [Manual Systems Cons:

1.Very time intensive, always.

2. Information contained in books must be
digested one entry at a time.

3.Compilation of data for charting, or taxes,
or profit and loss statements each take
separate operations and must be done one
step at the time. Although the information
does not change for each of these the way
the information is presented does change.

4.Information in a imanual system looks like this:

Re: Johnson rebuild:

Expenses Income
Jan. 1226 900
Feb. 494 284
March 456 319
April 215 4000
Final 2391 5503

In order to get it in any other form it takes time; compu-
tation, layout and presentation origination.

e Computer System Pros:

1. Absolute control over what is entered into your books.

2.Information is recorded many ways with one entry.

3.Information can be easily manipulated for use as needed.

4.Math computations are accurate and automatic.

5.Visual presentation of information is very helpful for a
Continued on Next Page
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quick review of what is happening with your business.
All the above information was completed in 2.25 minutes,

A B C
1 {Jan. 1226 900
2 |Feb. 494 284
3 [March 456 319
4 | April 215 4000
5 {Totals 2391 5503
6

expehse *

March Total

Jan eb

April

6000
5000
4000
3000
2000

1000}
02

“Feb . March  Apil  Tota

Jan

start to finish. The information in the project account is
reflected in both charts. If you look at the charts, you
don’t need to know the numbers to know that January,
February and March were very slim months, do you?

e Computer System Cons:

Summary

In the final analysis, what system you use for record
keeping, simple or complex, single or double entry, cash or
accrual, computer or manual, does not matter. What matters
is that you have a system that you will use. You should have a
system that you are comfortable with and that you will, in
fact, put to use in your planning activities. Each of the
methods and systems presented will work well for you and
help you to keep a good log of information on your business
activity.

‘Who do you keep the records for? Why do you keep a
set of books or accounts? You keep them for yourself and
for your business and not for the Government’s taxation
purposes! The best tool in your box is the information that
you have entered into your records. From that information
you can mold, change, increase, decrease, and totally make
over your business. Without this information you are in
business one day at the time and there really is no tomor-
row, unless it just happens to appear for you.

Just as you would not buy a new tuning hammer with
the intention of not using it you should not go to the
trouble of keeping a set of records without using them.

Information is only as good as the uses you put it to. If
the only use you make of your bookkeeping is to pay taxes
you are literally throwing money away. The secret to ac-
counting, or bookkeeping is to use the information. Use it
for planning and to find out how to increase your business,
for your business is determining how you live your life. §

1.No control over how information is

entered unless the program is
changeable.

2.Information is subject to hard disk
crash, power fluctuations, and
various viruses if care is not taken.

3.There is an absolute need to back
up all information in your books at
regular intervals, preferably after
every entry, on some out of com-
puter medium, such as a Syquest
tape or Zip Drive, etc. Even printed
backups should be accomplished at
regular intervals. This procedure
will give you hard copies that
cannot be lost to anything other
than forgetfulness, carelessness, or
fire.

e Two styles

Dry Transfer Decals

e Fast, easy, no cleanup
¢ Immediately ready to finish

e Over 700 Fallboard & Soundboard
¢ Custom Decals - send tracing for
Music Racks

o Authentic Steinway Designs

Decals Unlimited

The Finishing Touches

Grand Piano Carriage
s Made of the finest steel: coated
o Superior engineering and looks
© Two brakes included for added stability

o Smooth and effortless movement
¢ No finish damage to piano legs
e Shipped UPS

Schroeder’s Classic Carriage
9333 96th St. No.
Mahtomedi, MN 55115 ¢ 612-429-4465

Catalog available upon request
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UN

uring the past several months, several business-
related topics have come up on the Internet list,

“pianotech.” All these topics generated quite a bit of
discussion, and I thought it appropriate to gather and edit
them into a comprehensive Roundtable on the tuning
business. As it turns out, there was too much material for
one issue, so the remainder will appear next month. — SB

No-Shows

Ted Simmons —

How do you handle no-shows? I arrive at the appointed
time and the customer is not home. Ileave my card in the door
and leave after waiting 10 minutes. Later that evening I get an
apologetic call from the customer who wants to reschedule.
I'velostthe price of a tuning that day because of the customer’s
forgetfulness. Do 1 passively comply and give the customer a
new date or do 1 tell him there will be an extra charge? I'm
talking mostly about first-time customers. I readily comply with
customers for whom I have tuned for years and this is their first
violation. Any comments?

Ken Burton, RPT —

This is a perennial problem. It happened to me yesterday.
The lady said, “Right after I set up the appointment with you,
Irealized that the time we arranged was exactly when my baby
is sleeping.” Then why didn’t she call me and change the appoint-
ment?! I think there are some things involved in dealing with
the public that you can never solve. '

However, I do take one further step to avoid this occur-
rence. At about 8:15 a.m., I phone the people who have
appointments during the day. Lots of times, they respond by
saying, “I'm glad you phoned. I had forgotten the appoint-
ment.” So this helps a lot but there are always a few no shows.

T haven’t had the courage to charge them a penalty for a
missed appointment. Perhaps some of the fellows and gals do
and they could tell us whether it works or not.

Jim Coleman, Sr., RPT —

I'may get about one or two no-shows in a year. I always just
kindly accept their apology and reschedule. The PR value of
handling it this way is of more value to me than the missed
bucks at the time. This customer is more likely to give me
referrals than if I treat him/her roughly. If the wasted time
really bothers you, why not stop by your church or other needy
client and do a free tuning for them? You’ll feel much better.

By Steve Brady, RPT
Journal Editor

Please believe me, T've tried all the other responses.I don’tlike
feeling bad.

Idon’tlike having unhappy customers, I don’tlike wasting
time. My time is my life.

Ed Foote —

On a first-time customer, I explain that my hourly rate for
the time lost on the missed appointment will have to be added
to the tuning if they would like to reschedule.

Any customer |that doesn’t see the fairness in that is a
customer that doesn’t value my time as highly as I or the rest of
my customers do, and is not a customer I want in my clientele
anyway. Actually, I have only had two people in twenty years say
“just forget it, I'll call somebody else,” and both of them have
become headaches for other tuners since. I am glad I was able
to avoid their business.

With longtime customers, I say nothing, and they always
askwhat the service charge for the missed appointmentshould
be.

Charles Ball, RPT —

Especially since most of my appointments are scheduled at
least 3 or 4 weeks in advance, I find it a good policy to call in
advance to confirm, preferably the day before. You might
consider doing this as a general policy.

Also, 1 have noticed that many professionals, especially
doctors and dentists, tell me at the time of scheduling the
appointmentthat there is a charge for missed appointments. If
your problem becomes chronic, you might consider advising
your clients similarly.

Irecommend carryingacellular phone forseveral reasons;
but when you are waiting for a client to show up, you can be
calling ahead checking your voice mail, confirming upcoming
appointments, or scheduling new ones to make the best of a
bad situation.

Ron Shiflet, RPT —

My wife and I generally don’t schedule things any closer
than a week away. The reason that we do this is so that we can
send them a postcard in the mail. We do our scheduling
electronically and the computer remembers to print labels
which we stick on postcards. We do this in hopes that the
customers will have sense enough to not forget. Many of them
putit on the refrigerator or calendar. This also keeps us from
being on the phone all nightscheduling. Instead, our evenings
are spentwith our children and other personal interests. The

Continued on Next Page
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system isn’t foolproof but the “no-shows” tend to be much
lower.

Jim Coleman’s post was well received. People not being
home is very frustrating, but getting mad at them tends to work
against you. I still need new business. Good luck.

Collette Collier, RPT —

I think the answer is “all of the above.” In cases like this
there are always individual circumstances that should affect
your general policy. Generally, I do not call the night before,
because I do notwant to set up that dependency when I might
not be able to always call. The appointment is on unless one of
us cancels. I can be counted on to show up or call, the client
should bear the same responsibility. UsuallyTleave a bill at the
door, thereby proving that I did show up.

You can always waive the charge if they call with a very good
reason, butyou can’t easily try to institute the charge when you
find out they just didn’t have any respect for your time. People

* who do this chronicallywill not help you build a good clientele.
On the other hand, if things are slow, I have been known to let
this policy slide. I also never leave a bill if I arrived late for the
appointmentand theyare nothome. Tome, late is after the 30-
minute window I ask them to give me. IfI call and there is no
answer, I come anyway.

If they have an answering machine, I leave a message
saying I'm on my way. If they show respect for my time, I show
respect for theirs. If they have hard feelings, I try to smooth it

over and part on congenial terms. Sometimes you gotta eatit;

sometimes you don’t.

Last week a very good teacher forgot to leave her door
open. She was mortified. I was understanding. I doubt it will
happen again with her, and the subject of an additional charge
never came up. I decided thatshe had alreadyreferred enough
good people to me to deserve a break, and I am comfortable
with that decision. They’re all different.

Ernie Juhn, RPT —

Some of you may know that T also work for a major piano
manufacturer and often travel far, sometimes by plane. A
missed appointment can be quite costly. Over the years I have
learned to use a little “reverse psychology.” I try to prevent the
problem before it happens. Mentioning that “I am very reli-
able,” in a diplomatic way while making the appointment, has
worked wonders. I have been using the same system for my
local work as well and can tell you that hardly ever encounter
a “no-show.”

. Dave Stocker, RPT —

I remember hearing someone say that 20 minutes is the
definition of late for most people, so I wait about 20 minutes.
The way I have my appointments set up, I would still have time
to tune the piano and get to my next appointment just a few
minutes late. If I will be more than ten minutes late, I call
ahead. In 14 plus years, there have only been a couple of
customers who didn’t make the second appointment, so I
haven’t felt the need to charge for a missed appointment.

I am ready to clamp down on a certain school district. A
couple of schools have secretaries who do not seem able to
keep room, alone, quiet, one and a halfhours, and a particular
date in mind at the same time while looking ata calendar. They
look at me stupidly when I tell them I cannot tune on the stage
next to the basketball tournament in the gym. So they willnow
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be charged full price for double-booking a confirmed appoint-
ment, or for creating an impossible situation.

Bill Stratton, RPT —

Missed appointments are always a headache I think we all
have to live with. What I would like to know is how you all
handle a missed appointment when it is a dealer tuning? This
one especially frustrates me as I have already lost income ona
dealer tuning because I discount the tuning. But then to have
to reschedule a discount tuning? What do you do?

Ted Simmons —

That’s easy. I tell the dealer that the piano owner must pay
me a service charge to return. On top of thatI add the dealer’s
charge. It has worked O.K. so far. The dealer has had no
problem with that, nor has the customer.

Barb Barasa —

‘When I set an appointment, I always say, “OK. I'll see you
on the 6th at 9:00 a.m. If it turns out no one can be there to let
me in, just call and we’ll reschedule it. Otherwise I'll just show
up and see you then.” Maybe it’s just psychological, butitseems
to “give people permission” to call and change it. Although 1
don’t do the volume of tunings a lot of y’all do, I've probably
had only two no-shows in about 14 years. My customers range
from doctor/lawyer types to farmers.

Of course, there’s no cure for deranged people.

Jim Bryant, RPT —

For no-shows, I will wait the requisite 15 to 20 minutes and
thenleave abill. Idonotgetintoa huffif the billisnot paidand
I will never mention it to the customer whether the tuning is
rescheduled or not. Leaving the bill lets the customer know
that I was there and thatI expect to be paid for holding up my
end of the agreement. Since the biggest thing we have to sell is
our time (nowwait and think before you bring up skill, service,
experience, etc.) and it is limited, the missed appointment
does cost me in terms of income. I will do as Dr. Coleman
suggested, i.e., tune at a nearby church if one is convenient.
The good customers will call you, usually before you get back
to the shop, and the not-so-good ones will blow you off in some
manner. I lean over backwards to accommodate the former
and never work for the latter again.

1 think that each of us handles this situation in a manner
that we feel comfortable with and in a manner that reflects our
personalities. Itis good to see the many different views on this.
By the way, I keep an audio book in the car to listen to while I
am waiting.

Curtis Spiel, RPT —

Bill Stratton asks what to do in the case of a missed
appointment of a dealer tuning, as he has already lost money
because he discounts services for dealers. I, too, used to charge
dealers less than retail, butstopped a couple of years ago. Why?
‘Why not? We as qualified piano technicians deserve to be
treated as necessary business expenses by dealers, and as long
as we put up with second-rate pay, that is what we are going to
get. I know that plenty of technicians depend on dealers fora -
large part of their income, and I think it is appropriate to give
dealers consideration for floor tunings (multiple pianos in one
location, empty space in your schedules, filler, etc.), but home
service for a dealer is as much work, or more, as home service
for my regular customers, who also recommend me to their
piano-owning friends. I think it is unfair to charge my private



customers, especially the ones who take good care of their
pianos, more money for servicing their pianos than I charge a
dealer for the same, or likely more, work.

What do you all think?

Bryant —

Curtis, this is a topic that you can get five opinions on in a
room with three techs talking! I no longer do dealer free
service work, except on rare occasions, but when I did I always
felt that the discounted prices for such work was more than
made up for by gaining new customers and expanding my
client base for the future. As word of mouth advertising is
better, in my opinion, than other types of advertising this
meant a great deal to me starting out. Each initial free service
tuning done fora dealerhas the potential of providing youwith
1.3 new customers. This figure comes from records that I kept
for four years when I was starting and I feel that it would still be
at least as good today.

So, if you are an established tech and looking at maximiz-
ing your income while lowering your number of calls, dealer
free service tuning is probably not for you. However, if you are
a new tech and can do dealer “free service” tuning, I strongly
urge you to do so; the benefits are great, the price is small, and
the future will be building itself for you. Just my opinion.

Bill Maxim, RPT —

I haven’t solved the problem of missed appointments,
either, but fortunately yesterday’s missed appointment was
around the corner from a church where contract work is due
this month. Tvery seldom get missed appointments, but once
when I suffered three in two days’ time, I put in my next
newsletter (which I use as a reminder—all current clients get
one during the course of a year) thatIwas changing my policy
and would be charging a service call fee for missed appoint-
ments. Having said that, I exrr on the side of leniency. In fact, I
think I have only made the charge once.

A doctor’s wife, a new client, was not there when I arrived,
but her cleaning help was. They had not been informed, and
so were not inclined to let me in. I handed them the bill after
waiting over 15 minutes (I think it was 30). I got the apologetic
call for rescheduling (she had not forgotten, but was held up
with no chance to call), no argument over the fee, and ended
with a cordial relationship.

Having said that, even though in one sense “my time is all
Ihave to sell” and it has been stolen, the good will of a referral
has the potential of multiplying income. I value the cordial and
friendly relationships that T have built up with many and varied

people in this area over the past 27 years, more than a few

minutes’ worth of one-time income.

One thing that may help is, when setting the time and date
with the client,Imake ita practice torepeat the date (including
day of the week) at least twice during the phone conversation.
Then, if the appointment was made over two weeks previously,
I try to confirm with a call. That still is no answer for the
housewife who called in the morning and then stared at me
blankly when I arrived at the appointed time that very after-
noon!

Rob Edwardsen, RPT —

Icharged an extra fee a few times years ago butfelt the bad
feelings it created were more costly than the lost income. Plus,
I miss appointments every once in a while and can appreciate
how these things happen.

Maxim —

Here’swhere a cell phoneisa bighelp. The first time [ used
one, I was following directions like, “Turn right at the cross-
roads, fourth house on the left.” No one was home, but when
I called the number, the woman of the house could see me
sitting at the nexthouse. Seems thatanew house had been built
since they did their counting.

‘Which brings me to the possibility thatI don’t recall being
mentioned, that someone IS home, but does not hear. A cell
phone call might just raise the person in the den at the back of
the house with the TV turned up and a loud air conditioner
next to him. I have several times shocked a customer with the
knowledge that I was' calling from his own front porch!

A couple of months ago, I could not raise an old customer
who had bought a Steinway upright from me and was regular
as clockwork about repeat tunings. He never forgot. As I was
driving away, I called on the cell phone and he was there. Iwent
back. Still no one home. Then I checked the address. Twas on
a parallel street at a similar house!

The cell phone call will likely as not get you the chance to
leave a message on the phone recorder, which reinforces the
message that you came as scheduled.

Jeffrey Hickey, RPT —

AsRobmentioned, sometimes weare the ones who miss an
appointment. What then? Do you compensate your customer
for his/her lost time? It seems to me that we owe the customer
the same consideration (...and/or remuneration...) for the
time they lose when'we can’t get to them, on short or zero
notification.

Case in Point: me! Last week, I had a service appointment
set for a church. My faithful chariot decided to take a break
after the first tuning that day. I attempted to call the church,
butthereisno phone.Icallmycontactfor the church, butshe’s
already at the church ... waiting for me.

She calls that evening, not terribly upset, and reschedules
the tuning for the following week. She had assumed that I was
detained, and understood that there was no way to reach her
at the church. No problem. Everything’s fine. Right?

Well ... this morning my faithful 4-banger cracked afan ...
guess what? Can you determine which tuning was rescheduled
forthe afternoon? Can you guess who was (again) waitingat the
church? Yup. ;

I'm not sure how you folks would feel in my position, but
youmay understand whyI’m giving them a 25 percent discount
on this tuning! And, we’ve decided that next time she’ll wait at
home for my call, when I reach town, before setting out for the
church. I certainly hope that we manage to cross paths this
time. We’ll see! :

When it’s the customer/client that misses the meeting,
everybody gets one for free. After that, it’s a service charge.
Same charge as driving out to repair one sticky key. But,
somehow... I don’t believe I've ever actually charged some-
one.... Somehow it always seems so reasonable. But, I do raise
the specter every once in a while!

Handling Emergencies
Wim Blees, RPT —

Chris Trivelas, in his “Touch-up Tuning Revisited” article
in the September journal, mentioned the dilemma of having
Continued on Next Page
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" one of your best customers call at the last minute for a tuning.
I had that situation happen a couple of months ago. On a
Thursday evening I gota call from the choir director of alarge
church with many pianos, for whom I have been tuning for
eight years, (and in the market for one of my rebuilt grands),
to tune the piano in the sanctuary before Saturday, when he
had three weddings scheduled. With no time on the calendar
on Friday,I had three options: 1) work an extra couple of hours
on Friday; 2) cancel one of my appointments; or 3) recom-
mend another tuner.

Since my wife and I had tickets to the symphony Friday
night, I couldn’t work the extra hours. I thoughtabout cancel-
ing one of my other customers, figuring that one of them
wouldn’tknow the difference whyI canceled. Butthen
maybe this customer belonged toa churchwithalot
of pianos, or needed her piano rebuilt, or had a
friend who needed her piano rebuilt. T have
never canceled one appointmentto schedule
another. I have canceled because I wassick, or
because of an emergency, but never to sched-
ule another appointment, and I didn’t want
to set a precedent to do that. So I did what I
thought was best. I recommended he find
another tuner. Since I didn’t know the sched- @
ules of the other RPTs in the chapter, I just
told him to call someone.

I haven’t heard from this choir director since
he called me, to tune the other pianos at the church.
I have been wondering if T lost him to a competitor, or
ishe mad atme fornotdropping everything to take care of him,
or is he just late getting around to calling me?

The question I have is this. Should I have given up the
tickets to the symphony? Should I have canceled one of my
other appointments? Did I do the right thing?

What are some thoughts and opinions on the matter?

Bryant —

In my business class I address this problem with a section
dealing with alliances. We should all have someone to work
with in these types of situations, someone we can trade favors
with when we getstuck like you did here. This mustwork “both”
ways and we need to make sure that we, in turn, go out of our
way to accommodate arequestforassistance from this person(s).

It does not seem to make good business sense to work to
build up our business over the years and let one symphony
performance cause us to lose what is a very good source of
income. Let’s suppose that you have lost this church from your
clientlist, how many new customers will you have to acquire in
order to make up for this one church?

‘Wim, in my opinion, it is always best to specifically suggest
someone else to call when you cannot make the service call as
requested. Ifthe customerisa good one, I will make every effort
to accommodate them and in most cases will make the arrange-
ments to have another tech do the service call for them.

Ifyou have aworking arrangementwith other techs in your
area, don’t fail to use them as needed. If you, or others on the
list, don’t have such an arrangement, I strongly urge you to
establish one as soon as possible. The benefits from the combi-
nation is well worthwhile and might lead to more avenues of
opportunity than you could dream alone. If you are a member
of PTG, use achapter memberin this networking. If youare not
a member of PTG, find someone with whom you can work

iy
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comfortably and feel good about recommending to do the
emergency callsyou can’t get to; perhaps amember of the local
PTG Chapter.

Jim DeRocher, RPT —

Ibelieve Iwould also have considered a fourth option: Get
up early Saturday morning and tune the church piano. Since
you've been taking regular care of it the tuning probably
wouldn’t required more than one hour.

Tom Myler —

Had itbeen me, canceling the symphony date with my wife
would absolutely nothave been an option. You have to draw the
line somewhere; and, the client also owes you a little loyalty,
consideration, and respect. Remember that hindsight is always

20:20.

I think you chose the most ethical and honor-
able option. Depending on who the appoint-
ments were that could have been postponed
(for example, were they all long-term, “val-
ued” clients), you might have gone ahead
and set a new precedent by bumping one of

them to accommodate the church. I have
done this on rare occasions, but share your
feeling that it just ain’t right. Why should
another client suffer for the church’s lack of

preparation (assuming such was the case)?

My vote: you did the right thing, even though
adhering to your professional standards may
have cost you a client. Assuming that this church
had been happy with your work (eight years suggests
they were), you were appropriately apologetic when referring
them elsewhere, and that you have in factlost their business to
another tuner as a result of your handling of the situation, I

would suggest that you are better off without their business.

All of that having been said, why not call the choir director
to “touch base”™ .

Avery Todd, RPT —

Foralong-term customer like that,youmightalso consider
asking for a key so you can getinto the building anytime when
emergencies like this happen. I had a key for one of my large
church clients and that saved the music director’s skin more
than once. Just be sure to check about any alarm systems in

lace.
P This brings up a question I've been thinking about the last
few days. I'm having some knee problems and may eventually
have to have surgery and be out for a while. When one is
relatively new in an area, like I am here (3-1/2 years) how do
you go about finding out how good a particular tuner is?
Especially someone who can do “concert” quality work. In a
large university like this one, I have to be sure that whomever
I bring in for recitals can do a good tuning and, more impor-
tantly, astable tuning. So far,I’ve only had to bring in someone
to tune for me one time, butit’s bound to come up again. That
time I knew well in advance and I was able to get the Houston
Symphony tuner, so everything worked out fine.

How does one establish that relationship? My tunings are
up for evaluation anytime anyone wants to come to one of the
(probably) hundreds of recitals we have hereinayear. Buthow
about those who do primarily home/church/school tunings?

Any thoughts on what could be a sticky subject?



Barasa —

1 for one, would never be insulted if a fellow technician
wanted me to tune for him/her before sending me work. The
only reason I can imagine why someone would netwant to do
thisis because theyfear theywon’tmeasure up. Thenyoudon’t
want them anyway! This could be done on a practice room
piano so any potentially bad tuning would not be heard in a
critical place (like a concert hall).

TI'm brand new in my area (one month) and would be
thrilled to fill in for someone or get leftovers at this point. And
I am not into stealing people’s customers (although you
wouldn’t have that to worry about it at a university), so I would
be comfortable stepping in and then stepping out!

Being qualified is only one issue. I thinkitalso comes down
to trust, and we each have to Judge that for ourselves when
dealing with someone.

There may be someone like me near you who is hungry for
work andareally good tuner ... check out the oneswho are even
newer than you are who might still be looking for work and
“test” them.

Foole —

A new tuner must get business from somewhere, since we
“can’t take it with us.” Since they will be tuning pianos others
were tuning before, unless a newlyarrived tech is willing to wait
on a Jocal tech to move or die, they are going to have to take
work away from another technician.

If you go to another tech’s customer, and offer a lower
price, you are basically saying that the other guy is overcharg-
ing. Hard feelings will follow.

Ifyou go to another tech’s customer, and leave them with
a tuning thatis nicer than what they ever had before, then you
are competing on the basis of quality, and there is no defen-
sible ground for hard feelings if you get the account (just
because there is no base for anger doesn’t mean it won’t be
there, butyouneed never defend doing qualitywork, the lesser
tech must either improve, charge less, or become bitter). We
hate competition, but it makes us better technicians.

A case in point: having been called (emergency basis) to
tune another tech’s customer’s piano, I tuned it and found a
number of horribly out-of-level strings, I could hear the whine
and whistle when I tried to tune the unisons. Since I could not
leave a piano sounding like that with my name on the tuning,
Ispent an additional 10 minutes on the strings, tuned it, and
charged for the tuning, (much higher than they were accus-
tomed to).

Well! The customer called me back and said theijr piano
hadneversounded so good, they even mentioned several notes
that had always sounded twangy were now, for the first time, in
tune! The other techlost the account, and when he confronted
me about it, I was able to look him in the eye and tell him that
not only did I not solicit this account, but thatI charged more
than he did, so he should ask the customer why this happened.
He nowlevels more strings, he is a better technician, and there
is one less chink in his armor. It will be more difficult to take an
account from him now.

‘We should all endeavor to higher skills, and money is one
good motivator to do so. Those who seek independence will
have to forge out there and create their clientele. If you do it
with mediocre work, at a great price, you will create one kind
of customer base, but you will have built your house on sand.
Ifyou maintain very high standards, and charge the going rate,
progressisslower, butyouwill build a foundation of the highest

paying, most demanding customers.

Every city has techs at a variety of prices, I think this is
because there is a variety of the quality of work. The natural
sifting of business eventually rewards long-term commitment
to quality.

What I would really like to see are the thoughts on this
subject from those with the longest perspective. I would really
like to hear some ofitheir views on the business of being in
business as it relates to competing with your fellow techs. Some
of you guys want to tell us whatitlooks like from the long view?

William Sadler, RPT —

Yes, let the chips fall where they will except ... I'm sure we
can always find something that needs to be done that hasn’t
been done. If not, then all our customer’s pianos are perfect,
right? I'll risk sounding somewhat jaded here by saying that we
are in this business to make money. I know that a larger part of
my clients cannot afford to pay me for all that I could do to
improve their piano. We are trying to give a good bang for the
buck.

I think we should try and maintain respect to each other
concerning affairs of business. Good communication helps
that.

There is a difference between being asked to do a tuning
(cover) for another technician and being ask to take over an
account for anotherltechnician.

When I am covering for another tuner Imight pointouta
problem and suggest that the customer consultwith the person
Tam covering for about that problem. This is out of respect for
the person who is giving me the work. Now if the technician I
am working for says “I would like you to take over this account
because I don’t have time” then I try and win that customer
based upon my own merits.

Bryant —

Avery, Barb and Ed have touched on some of the most
important issues in finding a stand in” tech. Trust is the most
important issue as far as Tam concerned. Trust that the stand-
inwill do a good job for you. Trust that the stand in will not use
your trust to attain an “unfair” (whatever that means) advan-
tage in soliciting your customer for future business. When Ido
a tuning or service call for another tech, I bill that tech and not
the customer. Trust that “the stand in” will not do or say
anything to embarrass you with the customer.

As for determining whether or not a particular tech is
qualified to ‘stand in’ for you; Barb suggested that she would
not be offended if another tech asked her to do a tuning for
approval prior to being used for ‘stand-in’ work, I agree with
this. Another method of getting a tuning or two to evaluate is
to get the tech that you are considering using to help you tune
some of the instruments at the school on a one time basis.
Oftentimes the last tuning of the day will tell more about the
care and technique of a possible tech than the first one of the
day will.

As for those who do only home/school/church tunings,
some of the best tuners I know only do these types of tunings.
The reasons for this are numerous but include the not uncom-
mon disdain for the political climate that surrounds most
institutional/concert settings. Now there is nothing wrong
with this and it onlyreflects human nature, butsome people do
not want to address these problems on a day-to-day basis. The
fact that some tech might normally do only these types of
tunings does not automatically preclude their ability for doing

Continued on Next Page
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Continued from Previous Page
concert level work.

Todd —

Jim, I'm sorryI didn’t make myself clear. Believe me, I had
no intention of denigrating those who only do home/church/
school tunings. That’s primarily what I've done most of my
career. The original question had reference to finding a fresh
tuning to hear to help find a possible stand-in. Except possibly
aschool tuning, those tunings are not usually on public display
to be able to hear. Barb’s suggestion is about the only way to be
able to check out their tuning. It’s a good one which I had not
really considered. I don’t know why. I've auditioned for things
most of my life, including my present job.

Thanks for the input Barb, Ed and Jim.

David llvedson, RPT —

Many of us in the San Francisco Chapter cover for each
other whenever the need arises. What works well if it is a
commercial account like a hotel, restaurant or church, is the
technician coming to the rescue bills the other technician, who
in turn bills his customer for the work done. This way the
customer still considers the work is being done by their regular
piano technician. He keeps the account but makes no money.

Tom McNeil, RPT —

Most of us think of ourselves as irreplaceable — and to a
large extent that’s true. Nobody knows that piano like you do;
nobody else knows the space, the personalities, etc. And it
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might even be that nobody else in your area is as good a tuner.
But someone else might be able to get the job done in
acceptable fashion.

If Pavarotti gets sick, he can’t sing. Period. An understudy
does the performance, and everyone (except the understudy?)
wishes it didn’t have to be so. But the show goes on.

‘We are human after all. As much as we’d like to, we can’t
be all things to all pianos all the time.

‘What if you're the very best piano tuner in the whole wide
world? Then no substitute can possibly do as good a job as you
do!Butyou’llstillneed a substitute once in a while anyway. And
during your absence, your client will find out the difference
between you and the other tuner, so your prestige rises!
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Ethies,
The Law,
&
Piano
Technicians

By Mark W. Brady, JD

B, cfore I went to law school and became a prosecuting attorney, 1
_ financed part of my education by tuning pianos. Tuning seemed
” particularly well-suited to my area of study as an undergraduate. I'was

a philosophy major, and tuning gave me'a lot of time to consider Plato’s Dialogues,
: [
Kant’s Critique of Pure Reason, and Locke’s ‘tabula rasa.” If you try, you can solve most

of the world’s problems in a single tuning. This marriage of tuning and philosophy
wasnot to be. Before long, I encountered the heavy realization thatIwas reallya mere
hack as a tuner. My personal ethics required that1leave the profession in the hands
of the more talented and turn my attention to something truly useful. I went to law

school. No snickering, please!

Some years ago, before I recognized both my lack of ability and lack of
commitment to the piano tuning profession, I found myself in a troubling
situation. A client had asked me to appraise a piano that she wanted to sell. There
was nothing uncommon in the request, but I really wanted the piano. As I went
over the piano and did the research, it became clear that the fair market value of
the piano would exceed my ability to pay. As I prepared the appraisal, I struggied
with the desire to adjust the appraisal to a level consistent with my financial
abilities. I began to ask myself questions, like how much could I fudge and still
come up with a believable price? And I began to justify myself by saying things
like: you know, a piano like that really ought to be sold to someone who would
really appreciate it (i.e., me). In the end, I provided the appraisal that I believed
reflected the fair market value of the instrument. Some weeks later the piano was
sold. The chance for me to purchase a beautiful instrument at a very good price
was lost. At the time, I was concerned only with the loss of opportunity versus
what I believed to be the moral or correct act. It never occurred to me that
adjusting the appraisal might have legal implications— as I was to learn later.

For the balance of this article I would like to address the interplay between
the law and ethics and also provide some examples for analysis that might be
useful for the piano technician. For many years, I have been hearing people
assert that morality cannot be legislated. Such a statement is certainly false. It
happens all the time. In fact, the function of law is to codify or delimit moral
behavior. What people usually mean when they make such claims about morality
is that many ethical situations have not been addressed by legislation.

Law and Ethics

While some believe that the legal and ethical spheres have no connection —
that they exist independently of each other — the reverse is true. Law and ethics
are each continually acting upon each other. The ethical values of a given
community provide the bases or guiding principles from which the Jaws of the
community are derived. Does this mean that the laws perfectly reflect our indi-
vidual ethics or moral values? Obviously not. Ethical values are often deeply
individual and they are developed from a variety of life experiences. One’s
religious heritage, family upbringing, education, and even one’s interaction with
the legal system all affect the formation of values that drive the individual percep-
tion of ethical obligations. Law reflects an attempt to find the essential consisten-
cies within these often varied and conflicting ethics. And in the American system
at least, a given law is usually purported to be a reflection of the will of the
majority. It is no surprise then that occasionally the law comes in conflict with an

Continued on Next Page
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individual’s personal vision of ethical behavior.

There is another fundamental way in which law is
different than ethics. Law attempts to regulate behavior by
the imposition of undesirable consequences for acts which
are considered too harmful to other individuals, the public
at large, or public and social institutions. To get legal
institutions involved with a particular issue requires a
demonstration that a wrong complained of is of such
general concern, and of such seriousness that a remedy or
consequence has been made available to address it. Getting
the machinery of such
institutions involved is often
costly and cumbersome.
Because such costs are
involved only the more
“serious” issues tend to be
addressed by law makers and
the courts. For example,
criminal law prohibits theft,
murder, and assault (among
other things). However,
consulting the law may not
tell the tuner how to go
about setting her fees, or
whether a technician should
disclose his relation to a piano dealer in a given situation.
Before turning to specific examples that show how ethics
and legal restrictions may be applied, it may be helpful to
introduce some terminology.

Some Legal Basics

There is occasionally confusion when people talk about
this or that act being “illegal.” Law is divided into two major
areas: criminal and civil. The penalties for violations of
criminal law (e.g. theft, forgery, murder and etc.) include
anything from a simple fine, to prison, or even death.
Criminal violations are what we normally think of as being
“illegal” acts. They usually involve an investigation by police
and are prosecuted by attorneys hired by the state. However,
civil violations may also be seen as being “illegal.” Violations
of a civil nature (e.g., breach of contract, torts, etc.) are
remedied by compensating the victim for the wrongs done
to him or her. The remedies may include restoring money
or property to the victim or an injunction against the
violator so that the violation is not repeated.

Civil wrongs are often of such a nature that the involve-
ment of the tax-financed investigatory machinery of the state
is simply not justified. Those who have been harmed under
civil law are required to bring actions on their own behalf.
The police are not involved and the victim cannot look to a
state’s prosecutor to represent his interests. In some cases
the criminal and civil remedies overlap—providing avenues
of recourse in both areas.

Let’s consider contracts. Contracts are an essential part
of business. We make contracts with people every day. The
essential elements of a contract involve an agreement to
exchange money, goods, or services for the goods or services
provided by another. The fact that certain contracts may be
oral or written does not alter their validity (with the excep-
tion of contracts dealing with real property). Contracts
provide a host of opportunities for legal and ethical analysis.
Civil laws govern contractual relationships. Criminal penal-
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ewever, consulting the law

may not tell the tuner how to
go about setting her fees, or
whether a technician showld

disclose his relation te a piano
dealer in a given situation.”

ties normally do not come into play.

Ethical Analysis

Analysis of ethics is usually divided into two major areas:
duty-based ethics and outcome-based ethics. The term “duty-
based (or deontological) ethics” refers to the point of view
that holds that acts are intrinsically good or bad regardless
of the outcome they produce. The biblical “Ten Command-
ments” tend to reflect duty-based ethics. According to this
position, theft of money (or anything else) would be wrong
no matter what you used the money for once you got it,
because theft is itself a bad
act. \

Outcome-based (teleologi-
cal) ethics require the
consideration of results that
might occur if a particular
action is taken. There are
no necessarily immutable
laws as long as the result is
good. For instance, many
people believe that they
should kill in self defense or
defense of others if such an
act is necessary to save
innocent life. Utilitarianism
is the most famous form of teleological ethics. It requires
the actor to limit his ethical choices to those that would
provide the most good for the greatest number. While
Moses had duty-based ethics, Robin Hood was outcome-
based.

Both approaches have their strengths and weaknesses. A
deontological approach provides clear boundaries for action
but does not allow flexibility. It can therefore seem harsh.
The teleological method provides for flexibility, but may
allow abuse of minorities if such is in the best interest of the
majority. Because of these problems, most people do not
hold to one or the other position exclusively but use both
approaches when confronted with moral choice-making.
However, knowing the distinction can help in clarifying
one’s analysis of a given situation. As I apply duty-based
ethics to the situations that follow, I will do so from the
perspective of the Judeo-Christian tradition, as I believe that
this is the one most familiar to most readers.

Case Studies

The situation I confronted as a piano appraiser is
instructive. I was hired as an agent of a piano owner to give
an assessment of the value of the instrument. When I
realized that a good-faith appraisal figure was too much for
me to pay, I confronted an ethical dilemma. If I adjusted the
appraised value to one that I could afford, I would in
essence be stealing from the person who hired me to
represent her interests. By applying the duty-based analysis it
becomes clear that such an action would be unethical.
Stealing is wrong in and of itself. But what if T am an out-
come-based moralist? Putting the piano in my price range
would certainly increase my pleasure. On the other hand,
how would it affect the client? Would the net result be a loss
in trust with the client? How might that affect me? Others?

Axe there legal implications for failing to provide a
good-faith appraisal? Certainly. When I contracted to
provide the appraisal, it was at least implied that to the best



of my ability I would give an appraisal that reflected the
actual market value of the instrument. If I did not provide it,
I'would be in breach of the contract—a civil violation.

What if my business is that of buying and selling pianos?
As part of the business, I offer free appraisals. I look over the
piano and make an offer on the piano which is based upon
my ability to pay, available floor space, and the profit I think
I can make on the instrument. Am I subject to the same
legal constraints? No. In the first place, I have not entered
into a contractual arrangement where the client is paying
me to make the appraisal. I therefore do not represent the
interests of the client. Essentially, all I am doing is telling the
owner what I would pay for the instrument. Are there
ethical obligations associated with such an arrangement? Of
course. Duty-based ethics may require me to inform the
client that the price I am giving is what I am able to pay and
it is not an appraisal of fair market value. Such ethics may
also direct me to inform the owner that I could not give her
what the instrument is worth. Outcome-based ethics would
require me to consider the result of making a certain offer.
If I give too much, then I might go out of business. If I give
too little, then I may not get the piano at all.

What about other situations that technicians see fre-
quently? What if someone calls to “pick your brain” and asks
you what piano you recommend? Let’s say that you have an
arrangement with a dealer of brand Z to send people his way
for which he gives you a commission. Are you required to
divulge this to the caller? Legally, you would have no
obligation. Ethically, do you have one? Perhaps not. How-
ever, let us say that while you like brand Z, you really prefer
brand X pianos. As you talk to the prospective purchaser, it
becomes clear that he can afford brand X. Are you ethically
required to tell him that you think brand X is better? Duty-
based ethics may require you to avoid lying. Therefore, you
must disclose that you recommend brand X.

If the facts above were slightly different — say the caller
is willing to pay you to find a piano for her — what are the
legal and ethical results? Again, if you contract with the
caller to provide the service,
you become her agent.
Before you acted as an
agent, you would be legally
required to disclose any
possible conflicts of inter-
ests. The fact that you are
getting commissions is a
possible conflict of interest.
Obviously, you would have a
duty-based ethical obligation
to disclose the relation-
ship—particularly if you
were to recommend brand Z. The caller then could decide
whether she would waive the conflict. Again, the outcome-
based analysis is not so clear-cut. If you do not disclose the
relationship, what are the possible results? You could be
sued. Or you could be fat and happy with your commission
and no one would be the wiser.

It should be obvious by now that duty-based ethics are
quite inflexible. They can often be seen as requiring too
much. There seems to be more play in outcome-based
positions. However, outcome-based ethics often require
more detailed analysis. And sometimes, the result is simply
unknown — making analysis impossible.

What is a tuner to say when a potential client asks her

*“*Here we arrive at the limits
of ethical analysis: what do
we value? Simply stated,
what we value contains our
ethical obligation.”

about another tuner for whom she has very little respect?
This is a difficult situation with legal as well as ethical
implications. Legally, she needs to be concerned about the
possibility of legal action for defamation. Disparaging
comments could be subject to defamation claims — unless
the comments could be proved true. Obviously, such proof
may be difficult to obtain. Ethically, she would be restrained
under duty-based ethics to tell the truth. But what is the
truth? Is her belief based on first-hand information or
reliable hearsay? Would there be a moral obligation to, or
justification for, remaining silent? Maybe all she can say is
that she has heard things, but it would be unethical to pass
them along because she has no way to know whether they
are true. Applying outcome-based ethics would require
acknowledgment of the legal risks as well as considering the
possible undesirable consequences of silence (i.e., the tuner
loses business and another client is hurt by unprofessional
practices of the other tuner).

Suppose that the potential client is undecided about
dropping his current tuner and is considering coming to
you? What is ethically permissible for you to say to him in
order to induce the client to bring his business to you?
Obviously, the safe thing to do is to emphasize the positive
‘qualities you would bring to the job, rather than mentioning
possible negatives associated with the current tuner. It turns
out, the safe thing is also likely to be the ethical thing as
well.

- Puffing, or puffery, is another ethical issue. Under
business laws, it is normally recognized that a businessman
may somewhat exaggerate about the qualities of a given
product or service. This is what is frequently referred to as
puffing or hyping a business. Puffing is perfectly legal and it
is not legally binding. However, if one goes so far in puffing
that the qualities of the product or service are deliberately
misrepresented and a customer relies on that representation
to his or her detriment, then civil penalties will be imposed.

What if the puffing is not egregiousr Is it ethical?
Certainly, under outcome-based approaches it would be. But
it is hard to see how such
activities would be permis-
sible under a duty-based
philosophy.

Technicians are frequently
called upon to make repairs.
Sometimes the repair
requires taking the action
out of the piano and
working on it in the shop.
This activity is referred to as
a bailment. The technician
is referred to as the bailee
for the parts taken for purposes of repair. The customer is
legally entitled to the exercise of due or reasonable care on
the part of the technician and also to the prompt and safe
return of property. If the parts are damaged by the negli-
gence of the technician, the customer is entitled to a full
and complete repair when they are returned. This is an area
where, for the most part, ethics and the law seem to neatly
overlap.

We are led to the discussion of negligence in general.
When going about the business of piano tuning and repair,
technicians are considered professionals and are legally held
to a higher standard of care than the average person. The

Continued on Page 35
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\}mt an 1mportant subject Sl;i Stone brought up in

“his article, “Telephone Per,sonahty in the Janu-
» 1996 Journall Using the telephone is not an
‘piano servicing for a lot of technicians and 1
ow.some who refuse to attempt it/ |
_When.I moved to Calgary in 1988 1 felt that phoning
my custome\rs for repeat business was very important. I
didn*thave OQPchents all primed to phone me when they
needed. turgng eople’forget when the piano should be
looked-atyér’ they\ have great
around to cthng Tikn ew fh

ions but never quite get

By ,Ken, Burton, |
~ Calgary Chapter

tdo lots of phoning,

cope with in an effective way.
Your telephone conversation should
home teaching and preparation. After ag
ideal interval until the next tuning, say, “I
you around that time and you can decide w.
do.” I find they are always glad to hear that broposal
“Good,” they say. “Then we won’t have to dlamze the piano!”
But even so, when you call, you must be tepared to
neutralize any touchiness. Saying, “It’s time to
pianol” may be such a domineering approa

ild upon your in-
ng upon an
u wish, I’ll call

I'dbe mtmngaround twidd /my 5.
So I started in—and T hated it. Every time one of my

ry
clients would say, “Not now,” “It s OK,” “Can’taffordit,” or

“Call next year,” I took itas a personal rejection. So, of

course, I dreaded phoning and tried to make excuses for

getting out of it. ,
Then a friend, a real estate salesman who dces all hlS

~much better fo sxmpl

- “Mrs./Mr. jones
you freeze outin th
(Reply Reply. >

business on the phone, said to me, “When you’ve made

10,000 phone calls, you’ll enjoy it!” He told me he phoned a
prospective buyer one day and got soundly chewed out. I
suggested that he probably never called him again. (I know
I never would.) He said, “Oh no. I called him the next day
and asked him if he was feeling better! He laughed and we
put together a business deal.”

He was right! I've made lots more than 10,000 calls by
now and I no longer fear or dread the process. And I've
learned not to take “put-offs” so personally; I'm much more
philosophical about it. I may have 50 people to call on in an
evening. Most of them won’t be ready to tune yet, but some
will. It’s like threshing grain. Sometimes you have to thresh
a lot of straw to get what you want. So I just call them all and
the kernels pop out. Some evenings, I may only get two or
three appointments; other times, I may get ten or twelve! An
hour or so of phoning, once or twice a week will keep your
appointment book full.

However, it does make a difference how you approach
your phone calls. In recent years, people have become fed
up with telemarketing. Many have been bruised and upset
by unsought telephone solicitation. Someone is always
calling to try to separate them from their money. As a result,
people have built up a huge sales resistance which you must
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mformatlon Don’t try to persuade; your customer wants to
be in charge of financial decisions. Don’t argue; your
customer feels he/she is “always right.”

Whatever your customers suggest on the phone, even if
it is a delay you don’t really agree with, accept it with great
cheerfulness. “Sure, that’ll be fine. Would you like me to
give you a call then?” If you try to make them feel guilty,
they won’t want to talk to you the next time. But if you let
them know that they’re in charge, they’ll usually bend over
backwards to set up a convenient appointment time with
you.

Don’t forget that a little politeness goes a long, long
way. Ask if you're interrupting a meal or a piano lesson. If
you are, offer to call later. Sympathize if they mention
financial pressures: “I've had lots of people in the same boat.
It’s a difficult time.” Then record these comments so you
can be sensitive to their feelings the next time you call.

One more thing: phoning goes 100 percent better if
you're in a good mood. So — pamper yourself. Get a headset
telephone for comfort and convenience. Put on some soft
music. Have a cup of your favorite coffee handy. Smile when
you talk. Then, watch the tuning appointments pile up!



Trademark

ners’ Legal

TM Interests in Rebuilt Musical
Instruments

A trademark, generally speaking, is a distinctive word,
emblem or other symbol denoting authenticity of a product
to which it is affixed, and by which such product can be
distinguished from that of another, in the expectation of the
buying public’s continued patronage and favor (goodwill).
Under what circumstances are a musical instrument maker’s
trademark or goodwill interests adversely affected enough by
the use of replacement parts on rebuilt instruments to
warrant legal action? What should instrument rebuilders
know to protect themselves from such liability?

An instrument manufacturer has legally enforceable
rights when its instruments are rebuilt by others and re-
turned to the stream of commerce. An original instrument
manufacturer (“o.i.m.”) generally cannot prohibit an
independent rebuilder from retaining the o.i.m.’s trademark
on the instrument. However, to avoid any reasonable likeli-
hood of customer confusion, rebuilders should disclose the
nature and extent of the work done on an instrument, the
absence of any association between themselves and the
o.i.m., and dispel any notion that the o.i.m. is the guarantor
of the goods. Equitable defenses may bar the o.i.m. from
damages and injunctive relief even if rebuilders are found
liable for trademark infringement or unfair competition, but
these defenses can often be overcome if appropriate precau-
tions are taken by the o.i.m.

Many well-known instrument makers manufacture their
products from parts that are either produced in their own
factories or outsourced from particular vendors, often to the
o.i.m.’s specifications. Because of brand name recognition
among those seeking to buy “vintage” instruments and the
non-durable nature of some of their “working parts,” there is
a significant market for instruments that are “rebuilt” by
entities independent of and who, for reasons of pricing,
established product design, customer perceptions, and
somewhat similar channels of distribution, compete with the
o.i.m. Rebuilders typically buy used instruments and
“remanufacture” them by replacing broken or worn out parts
in addition to making mechanical adjustments and refinish-
ing the casework. To capitalize on the value of the o.i.m.’s
cachet, rebuilt instruments are usually sold with their
original serial numbers and the o.i.m.’s trademark in place.
(The practice of restenciling an instrument with another
trademark is a topic worthy of separate discussion.)

Many parts of an instrument affect its timbre and other
tonal qualities recognized by cognoscenti as being character-
istic of the brand. Nevertheless, independent rebuilders

often find it necessary to replace worn out or broken parts
(e.g., badly cracked soundboards) with parts that are neither
supplied nor approved by the o.i.m. nor made to the o.i.m.’s
specifications, and without disclosing that fact to the pur-
chaser. The customary UCC warranties may be disclaimed in
the rebuilders’ sales contracts and/or invoices, and often
little information abdut how the instrument was rebuilt is
conveyed to the purchaser unless one asks the right ques-
tions. In many instances the average customer or listener
can’t tell that an instiument has been rebuilt with imitation
parts, although connoisseurs, concert artists and experienced
technicians can often tell from the sound and by close
inspection of the instrument that imitation parts have been
used.

I. Balancing the Maker’s and Rebuilders’ Rights,
Adequate Labeling of Rebuilt Instruments

A. The Trademark Exhaustion Doctrine

Generally, once an instrument is initially sold by the
o.i.m., it may be resold or otherwise disposed of freely,
without the maker’s permission, and in such circumstances
there is usually no trademark infringement or unfair compe-
tition. Under this “exhaustion doctrine” the o.1.m.’s control
over the product is extinguished by the first authorized sale
of it.

B. The Maker’s Rights

Nevertheless, when a buyer who intends to resell an
instrument rebuilds, reconditions, or repairs it without
removing the original trademark, and fails to disclose to the
customer the facts that (i) the goods are refurbished, (ii)
there is no association between the rebuilder and the oim.,
and (iii) the rebuilder is the sole guarantor of the rebuilt
instrument, then the trademark exhaustion doctrine does
not apply and such lack of disclosure may constitute trade-
mark infringement and unfair competition. More particu-
larly, the exhaustion doctrine is of no avail to rebuilders who
retain the original trademarks on rebuilt instruments without
adequately disclosing to customers that such instruments
contain imitation parts to a significant extent. In such
circumstances, the rebuilder should disclose at least that the
instruments were rebuilt independently of the o.i.m.

Continued on Next Page
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C. The Rebuilder’s Rights and Responsibilities

A rebuilder may legally retain the o.L.m.’s trademark on
the instrument if the purchaser is informed as to the non-
genuineness of any imitation replacement parts that signifi-
cantly affect the performance qualities of the instruments. In
such circumstances, the rebuilder’s retention of the o.i.m.’s
trademark is entirely legal because there is an adequate
disclosure that obviates any reasonable likelihood of con-
sumer confusion and insulates the o.i.m. under the rule of
“caveat emptor” from customer dissatisfaction with the rebuilt
instrument. Rebuilders who adequately label their merchan-
dise as “rebuilt” will not infringe the o.i.m.’s trademark.

Thus, it would appear that the touchstone of trademark
infringement or unfair competition in rebuilt instruments is
inadequate disclosure. A rebuilder who persists in failing to
disclose adequately the nature or what is being sold may find
itself at risk of being sued by the o.i.m. who will likely win if it
can prove the absence or inadequacy of the required disclo-
sure.

II. Trademark Infringement and Unfair Competition
Under the “Champion Spark Plug” Standard

A. The Standard

In the landmark 1940’s case of Champion Spark Plug Co. v.
Sanders, a spark plug rebuilder who left Champion's trade-
mark on the plugs and put Champion’s trademark on its
cartons was sued for trademark infringement and unfair
competition. The federal district court found that the re-
builder had infringed the trademark, holding that the
refurbished plugs were so changed in character that they
could not be resold under the Champion trademark.

The federal court of appeals modified the district court
ruling, finding infringement and unfair competition based on
the “misleading cartons and containers” and “style numbers
of reconditioned plugs which because not differentiated from
those of the plaintiff’s new plugs might mislead.” Though it
recognized the exhaustion doctrine and the lack of any
evidence that consumers were actually deceived by the
rebuilder’s representations, the appeals court held that there
was unfair competition because the rebuilder’s marketing
practices enabled retailers to present the used goods as being
something they were not. Upon further appeal, the U.S.
Supreme Court affirmed the lower court’s decree requiring
the rebuilder to label its goods to disclose adequately the
nature of them.

B. Application to Rebuilt Instruments

From the Champion Spark Plug case, one may infer that an
o.i.m. can prove infringement by showing that an instrument
rebuilder inadequately informed its customers that there had
been an alteration or modification to the instruments such
that the rebuilt instruments are essentially different from the
originals. Although in most subsequent rebuilt goods cases,
courts that held the rebuilder’s conduct culpable often found
evidence of confusion as well, a number of cases nevertheless
followed Champion in finding the rebuilder culpable on a
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mere showing of inadequate disclosure. Thus, proof of actual
consumer confusion or deceptive intent is helpful under the
Champion standard, but it is not necessary to finding infringe-
ment.

Alternatively, an o.i.m. might enjoin a rebuilder’s use of
the o.i.m.’s trademark by showing that the rebuilder’s actions
had so altered the nature of the product as to make it a “new
construction” on which it would be improper to use the
o.i.m.’s trademark even with adequate labeling. Arguably, the
o.i.m. has a case under this theory since the rebuilder re-
places worn or damaged parts with “imitation” parts and in
doing so changes the instruments’ tonal qualities. The o.1.m.
could seek to prove this by presenting expert testimony thata
particular component is the “soul” of the instrument, giving it
its characteristic sound. Replacing the original component
with an imitation part in effect creates a different instrument,
a “new construction” having a truly different (usually inferior)
sound quality not worthy of the o.i.m.’s trademark and hence
supporting the o.i.m.’s argument that its trademark should be
removed from the instrument or, alternatively, that appropri-
ate notice or disclosure be given to the buyer.

Under the first theory, the maker could argue that
instrument rebuilders inadequately inform customers con-
cerning nature of the merchandise being sold. Thus, the
o.i.m. could argue that the rebuilders’ disclosures or lack
thereof on sales contracts, invoices or brochures do little to
dispel confusion among subsequent purchasers or recipients
of the rebuilt instruments. Even with adequate disclosure to
the initial buyer of the rebuilt instrument, downstream
players and other parties (e.g., concert artists and their
audiences as well as concert hall proprietors) may be unaware
of the imitation replacement parts in the instrument and will
attribute the inferior qualities to the o.i.m., to the detriment
of the latter’s trademark and goodwill.

Furthermore, it is precisely the brand name recognition

-in the o.i.m.’s trademark which created the market for rebuilt

instruments in the first place. Rebuilders who use imitation
parts and fail to disclose the nature of their rebuilt instru-
ments are better able to sell their inferior goods because of
the marketing value of the trademark.

Used instruments that are worth rebuilding are usually
expensive items, often costing thousands of dollars, and
reselling for thousands more. And although they are pur-
chased mainly by educated consumers, the likelihood of
confusion cannot always be eliminated by the degree of care
taken in selection. Anecdotal and survey evidence of con-
sumer confusion as to a perceived association between the
o...m. and the rebuilder will often strengthen this point.

The o.i.m. can enhance its legal position by showing that,
given the complexity and craftsmanship involved in the
manufacture of its instruments, the replacement of original
components made to the maker’s specifications with imita-
tion (and usually inferior) parts will necessarily make rebuilt
instruments “new constructions” on which the o.i.m.’s
trademark would be a misnomer. Furthermore, because
imitation parts are often unlabeled, and instruments rebuilt
with them bear no notice of the fact that such parts have been
incorporated into it, it would be difficult for consumers to
dissociate the rebuilt instrument’s inferior qualities from the
o.im.

In a recent case in Texas, Brandtjen & Kluge, Inc. v.
Prudhomm (1991), the defendant rebuilder (of printing
presses) affixed a decal on each rebuilt unit stating that it was
“serviced” or “rebuilt” by the defendant and listing his name,



address, and phone number. In such circumstances, the court
held that there was no likelihood of confusion through the
rebuilder’s label. Consequently, rebuilders who do not label
their instruments as “used” or “rebuilt” or whose sales or title
documents at the time of purchase do not provide such
disclosure in post-purchase situations are apt to affect the
o.i.m.’s trademark rights adversely. From the o.i.m.’s perspec-
tive, it would not be enough for the rebuilder’s decals,
medallions, or labels to disclose that the instruments have
been used or rebuilt since the maker not only wants to avoid
confusion between rebuilt instruments and the maker’s new
instruments, but also between instruments containing
imitation parts and those containing only genuine parts
(requiring the rebuilder to place a medallion or decal on the
instrument stating snfer alia that non-original aftermarket
parts were used in rebuilding the instrument), or any associa-
tion between the rebuilder and the o.i.m.. The lack of
appropriate labeling on the rebuilders’ instruments clearly
tends to increase the likelihood of consumer confusion.

The court in the Kluge case looked at the disclosures in
the defendant’s advertising, the fact that the rebuilt presses
were sold at a discount compared to new presses, and the lack
of evidence of any displeasure with the qualities of the rebuilt
goods in finding that consumers were unlikely to transfer
their dissatisfaction with the rebuilt goods to the maker. In
the maker’s case further investigation into the nature of the
rebuilder’s advertising is necessary. Instruments rebuilt with
imitation parts may sell for less, but if the prices are high

enough, purchasers will be less likely to infer that imitation
parts were used.

lll. Equitable Defenses

In line with trademark infringement or unfair competi-
tion cases generally, an o.i.m. who delays in asserting its rights
against a rebuilder whose offending activities the o.i.m. is
aware of risks the possibility that the rebuilder has relied on
the maker’s inaction in building up their businesses, thus
barring the claim because of “laches.” Courts will “balance the
equities” and may in their discretion deny injunctive relief in
such circumstances. Ideally, the o.i.m.’s demand for adequate
labeling in the form of appropriate medallions placed on the
instruments is usually not so burdensome as to outweigh the
harm to consumers who may be misled into buying an
instrument under false pretenses and the harm to the o.i.m.’s
trademark and goodwill.

IV. Conclusion

An instrument manufacturer has the right to require
independent rebuilders to disclose to consumers the nature
of its rebuilt instruments and the absence of a relationship
between themselves and the manufacturer. Rebuilders for
their part can help avoid disputes with manufacturers by
adhering to the same principles.

Ethics, The Law, & Piano Technicians
Continued from Page 31

about setting a high price simply

Walt Disney

standard is the knowledge, judgment,
and skill generally accepted by piano
technicians. Any actions substantially
below such standards which produce
injury or damage may be subject to
legal action under the heading of
negligence. In such cases, the stan-
dards that Registered Piano Techni-
cians maintain would certainly come
into play.

An area of business which could
be the source of ethical and legal
frustrations is the setting of fees or
hourly rates. How does one go about

it would be illegal for piano techni-
cians to come together and fix a
mandatory price for a given service.
This is known as price-fixing and may
involve those who participate in an
antitrust violation. That is one reason
you are never told in the Journal what
your rates ought to be.

Most issues about fees are not

most ways how we go about setting
fees is not an ethical issue at all. But
what about setting fees according to
the client’s ability to pay? Is that
ethical? Is it more fair to have a single

What about a sliding scale? And what

setting fees for work? In the first place,

legal issues. Many would argue that in

price or rate that everyone must meet?

because you can? Is that ethical? I
leave these questions for the reader to
ponder or not.

Conclusion

I hope that this brief discussion of
ethics and law has caused the reader
to consider more closely how he or
she goes about the business of piano
technicianry. We are all essentially in
business for ourselves. Profit-making is
an essential part of business. Does that
mean we need to make as much as
possible? What effect does that kind of
thinking have on customers, associ-
ates, our family, ourselves? Should we
confine ourselves to simply making
“enough?” What is enough? These
concerns are certainly ethical, but

- analysis can be difficult because the

hierarchy of possible goods and
possible standards seems to be most
personal. I encourage the reader to
confront the questions raised in the
article by beginning with an assess-
ment of his or her own values. We all
can benefit by understanding our
fundamental values and how we came
to adopt them. Here we arrive at the
limits of ethical analysis: what do we
value? Simply stated, what we value
contains our ethical obligation.

“MAGIC
KINGDOM
CLUB”

PTG Members

This is your invitation to sign up and
be a part of all the magic, fun and
adventure that Disney has planned
foryou. Being a club member, you will
receive a variety of money-saving
benefits at Disney destinations world-
wide, and on other special offers.
Just drop us a note or call the Home
Office and we will promptly send you
a Magic Kingdom Club membership
card and brochure.

3930 Washington
Kansas City, MO 64111

816-753-7747
(PTG Members Only)
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Piano
Technician
nsurance
Program

By Jerry Kiser, CIC

R ecently, there have been numerous inquiries about
the business insurance program that is available to
all members of the Piano Technicians Guild. In an
attempt to explain the various options available through this
program, following is a summary of the policy and its
viability to the members. It is a very good program, both in
coverages and pricing, and jt has responded well to a
number of losses that have occurred. We are very fortunate
that the insurance policy is underwritten by SAFECO, one of
the nation’s leading insurance companies. SAFECO has
worked diligently to tailor their program to meet specific
needs of the piano tuner/technician.

Get the Liability Coverage You Need

Business Liability insurance covers bodily injury-and
property damage liability as a result of negligence caused by
a piano tuner/technician. This includes Premises and Opera-
tions, Products and Completed Operations, Owner’s and
Contractor’s Protective, Contractual Liability, Personal Injury and
Advertising Liability, and Fire Legal Liability. It is written with a
“per occurrence limit” of $1,000,000 for losses with no
annual aggregate, which is unique to the industry. The
policy is written on a comprehensive form covering the
tuner/technician for negligent acts resulting from his/her
operations, with a $250 property damage deductible. The
policy does not cover workmanship, as that would make it a
maintenance policy. However, liability covers the resulting .
damage that the tuner/technician may cause arising out of
his/her work. Again, workmanship — the actual work being
performed by the tuner/technician — is not covered and not
avaijlable in the industry.

Some property damage liability examples are: a) Damage
to the floor might occur as a result of moving a piano in a client’s
home, and b) Accidental damage to an
expensive vase or painting at a customer’s home.

Examples of bodily injury liability
could be, a) Working on a piano and a string
breaks, hitting the client in the face, or b)
Customer’s child drinking a cleaning solution.
This is bodily injury resulting from the
technician’s actions.
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Protect Your Tools & Client’s Property

Property insurance protects your investment in tools
and equipment. This coverage is extended to cover your
tools while on your business premises as well as in transit to
and from job sites in vehicles operated by you.

Customers’ property which is in your care is also cov-
ered. This is extended to cover your clients’ property while
in transit or at your business premises. Piano Technicians
Insurance also covers your clients’ property while itis in the
care, custody or control of one of your subcontractors.

The property coverages are broad with the primary
causes of loss being fire, windstorm, explosion, vandalism
and malicious mischief, burglary and theft, water damage
from broken pipes, and earthquake. The general exclusions
are as stated in the policy, but are primarily wear and tear,
latent defect, employee dishonesty, processing, or any work
upon property itself. The deductible for a loss under this
contract is $100 per occurrence, except earthquake,

Cargo coverage is included while a tuner/technician is
moving a customer’s property under his/her direction and
care, in a vehicle.

“A Company You Can Depend On”

SAFECO consistently receives the highest Standard &
Poor’s rating (AAA Superior) for financial strength, and the
highest rating (A++ Superior) awarded by A.M. Best Com-
pany, the nation’s leading insurance analysts. For over 70
years, SAFECO has maintained an unsurpassed reputation
for financial strength, integrity, innovative insurance
products and services at a competitive price, and outstand-
ing claim service.

Optional Coverages Available from SAFECO

Additional optional insurance coverages available from
SAFECO are: a) Your owned stock held for sale including
supplies; b) Your furniture, fixtures and improvements; c) Your
computer and software.

This is an overview of the program which is specifically
designed for the technician. This is a volunteer program,
supported by the membership of the Piano Technicians
Guild. I personally manage and supervise the PTG business
insurance program, and have been involved with it since
1986. The program was strengthened this year with the
change of insurance carriers to SAFECO.

A member can purchase the basic program for a low
premium of $250. This includes $2,000 coverage for tools,
$10,000 bailees customer’s property, $10,000 cargo and
$1,000,000 business liability. These limits can easily be
increased in increments for a small additional charge. Our
new partnership with SAFECO allows us to
entertain larger technician operations
than in the past. We are delighted how
well this insurance program has responded
to the needs of the members.

If you need further information,
please call me to discuss your needs. The
toll-free number is 1-800-548-8857.



EDITORIAL . ..

The merger negotiating committee and
the national officers of the National
Association of Piano Tuners and the
American Society of Piano Technicians
have completed their assignment and are
now preparing to lay their proposals
before the franchised members of the

two organizations.

The findings and the decisions of these
devoted men are the culmination of
painstaking work which began several
years ago and which have been carried
on ever since; reaching a conclusion only

as recently as January of this year.
Every effort has been made to formulate

policies which have as their sole objec-
tive the welfare of the piano service
profession. The negotiators confidently
expect that their conclusions will meet
with the approval of the membership of
both groups as well as the piano industry
in general. It would be little less than
tragic if this were not so.

But now, with the whole plan laid
before the voting members, it becomes
their duty and their perogrative to accept
or reject the framework for a unified or-
ganization which has been prepared for
their consideration. This makes attend-
ance at and participation in the national
conventions of the NAPT in June and
the ASPT in July of special importance.
It is there that the die will be cast, and
once it is shaped there can be no recon-
sideration. No back door will be left
open; there will be only one direction in
which to travel and that is straight
ahead; ahead to greater possibilities and
opportunities than have heretofore been

in view.

The vital question now is, will mem-
bers avail themselves of their voting

2

For YOU

privilege? If the pattern of voting on
matters of significance, all the way from
community to national levels is followed,
then the interest shown is likely to be
disappointing. Too many people do their
voting after the election is over. They
express their criticism and objections too
late to have any effect on the outcome;
all because they did not take the trouble
to inform themselves in advance on the
issues involved.

In the case of the pending merger
that attitude could have fatal results.
Instead of the long sought after and
much desired alliance of forces there
would be greater disunity than before.
The profession would see itgelf discred-
ited in the eyes of the piano industry,
and the age old assertion that the tuners
cannot govern themselves would find
some justification in fact.” This must not
be.

To vote intelligently the members
should inform themselves as to just what
is proposed and by what means it is to
be accomplished. The officers of both
groups would urge this and will no doubt
be happy to provide any details re-
quested. A blind vote, either negative
or affirmative, is misleading if it is cast
just as a matter of form and without full
understanding of its intent.

There may be a few negative votes, for
it is impossible to map out a course
which will exactly please everyone. Also
some members may refrain from voting
for reasons of their own, but in any form
of democracy the majority rule is recog-
nized as decisive and it should be re-
spected and observed.

It is a forward movement which the

piano service profession now contem-

40 Years Ago ...
From the Pages of the May 1957 Piano Technician

plates and its progress will be in pro-
portion to the support it receives. To
deny that support because of a personal
grievance will benefit no one and harm
everyone. KEither we go ahead or we
mark time. We have been marking time

for far too many years.

It is human nature to mistrust and
deny the things which are not under-
stood, hence the importance of fully
understanding what the merger is about;
why it is greatly needed, and how it is
to be accomplished. There have been no
under the table deals; no secret meetings
or agreements; no double talk. Members
are not being handed a sealed package,
contents unknown, with a slip reading
“sign here.” The plans, methods and
conditions are, or should be, manifest to
all. All that remains is for the franchised
members to interest themselves suffic-
iently to express themselves with consid-
ered judgment. If this is done the out-
come is certain and at long last there
will be a truly united, all embracing
organization whose potential will be
limited only by its zeal and sincerity. An
organization which will reflect increased
benefits to its membership and to the
whole world of related activities.

That, and that alone, is the issue. It
is now left to YOU to determine whether
it will become a reality or another dream
which failed to materialize for lack of

courage and conviction.

The negotiators, past and present, the
officers of both groups, and all who have
labored so diligently to bring about an
alliance which was once thought to be
impossible deserve your unstinted sup-
port. They will be assured of this if you
cast an INFORMED VOTE.
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By Daniel Levitan, RPT
Puzzlee Editor

Since the fall of last year, the New York Temperament, newsletter
of the New York City Chapter, has featured a monthly column called “The
Puzzler.” The puzzles have included both word puzzles like the one fo
the right — requiring the particular world view of a piano technician for
their solution— and puzzling situations that a technician might face in the
line of duty. (Devotees of National Public Radio may note a resemblance
fo the Puzzler segment of “Car Talk” which is not altogether coinciden-

Puzzler #1
Body Parts

Howmanynamesfor parts
of the human body can you
think of thatalso name parts
of the piano? For example,
the bodyhas shoulders—and
so does a piano hammer.
Both uprights and grands
are fair game, but player
terms, such as chest, are not.

Score:

Fewer than bnames: Duh...
5-10: Not bad.

11-15: Now you're getting
the hang of it.

16-20: Brilliant!

More than 20: No fair!!
You've been peeking; prob-
ablyat Merle Mason’s book of
piano nomenclature, Piano
Parts and Their Functions, pub-
lished by the Guild.

tal). Answers fo the puzzles, however, have not been printed in the newsletter, because the column began as a shameless ploy to increase

attendance at chapter meetings.

With this Journal issue, The Puzzler is going international. Until the volume of unfavorable mail becomes excessive, or until we run out of ideas,
there will be a new one each month, along with the solution to the previous month’s puzzle.
Unfortunately, the Journal’s long lead time precludes publishing reader mail at the same time as a puzzle’s solution. However, interesting mail
regarding puzzles will be printed when possible, even at the expense of the puzzle editor’s dignity. Ideas and suggestions for future puzzies will
always be welcome, subject, of course, to vwhatever modification the whim of the editor may deem necessary. Puzzle mail (snail mail only) may be
sent to Daniel Levitan, Puzzle Editor, 530 First Street #6, Brooklyn, NY 11215. '

v No Taxes -
By Joe Futzco

Taxes got you down? I have a solution. It's the Futzco Tax-
Free Fund. First, figure out your business profit for the year.
Then send a check for that amount to the Futzco Fund.
Immediately, you'll get a receipt which allows you to write off
the entire amount as a charitable deduction.

Every month after that, you'll receive a postcard from a
tropical paradise telling you how your investment is doing.

So don't send a huge check to Uncle Sam. Send one to me!
— I mean, to Futzco Fund, Box 692, Hohokus, New Jersey.

By Joe Mehaffey

Recently I've read some articles about hammer technigue. They get into pin twisting, the
tension in the speaking length and the little bitty piece of wire between the tuning pin and the
pressure bar or agraffe (LBPWBTPPBA, for short). And should we jerk the hammer, pull
steadily, or just kinda fean on the pin? When, and how hard, should we hit that key?

All of this is very nice. But it misses the three main aspects of piano work, which are:

» Customer service
» Customer service
o Customer service.

(I've used the literary technigue of repetition here, for those of you whose brains have

grown numb from too much piano whanging.)

Before | tune a single note of a customet's piano, | have him or her pull up a chair next to

me. My hammer technique then consists of:
1. Move pin with hammer
2. Strike corresponding key
3. Ask customer, "Does that sound right?"

4. If the customer says "No," return to step 1. Otherwise, proceed to next note.

We're always trying fo make the Toon-O-Tooner®
easier to use. That's why the Toon-O-Tooner llI®
comes with a microchip which we insert in your skull,
directly connected to your pleasure and pain cen-
ters. Now when you tune you'll experience every-
thing from sexual ecstacy to dental agony,
depending on your skill. You'll also pick up FM,
cable TV, and our round-the-clock catalog up-
dates inside your own brain! Requires a 9V
battery, sold separately.

?OONERTRONIC& A DivisionN OF THE STENCIL GROUP.
WE'RE A LOT SMARTER THAN YOU ARE.

May cause seizures, bleeding,
and tintinitis. Don't even #ink
about suing us; we'll squash
you like an insect.

FIANOMAN ~dventures

by Alan Hallmark
Now | remember what |
was supposed to tell
you. . . The movers lost
the screws fo the legs.

rJoe Futzco, Joe Mehaffey & Toonertronics may be contacted c/o Mark Stivers, RPT, Sacramento Valley, CA Chapter,J
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All-New Information Exchange

The Orlando
Business Roundtables

By Evelyn Smith, RPT,
Assistant Institute Director

Everyone who has attended a PTG
institute knows that some of the best
information comes from informal
conversations over coffee, in the
exhibit hall, or by the pool. In
Orlando, we’ve created a new way
for this information exchange to
happen-—the Business Roundtables.
These structured yet informal
conversations with your peers will
take place on Sunday morning, when
you can join a small group of techni-
cians to discuss a topic of vital
interest to your business. Each
discussion will be facilitated by a
technician who’s knowledgeable
about that topic.

Here’s how it works: In one of the
large classrooms there will be about
a dozen round tables with a facilita-
tor and a sign at each one, indicat-
ing the discussion topic for that
table. When you arrive at the class-
room, simply sit down at the table of
your choice and you’ll have 45
minutes to ask questions and share
information with the facilitator and
your peers.

At the end of 45 minutes, you'll
switch to another table with a new
business topic. Since the roundtables
will run both first and second
periods on Sunday, each person will
have the opportunity to participate
in 4 different discussions.

Subjects at the roundtables will
include all of the eight business
seminar class topics: (It’s not neces-
sary to have attended the class

Packing Your Bags for Orlando

Congratulations — you’ve decided
to invest your valuable time and
money in the convention and
institute. You’ve bought your ticket
and made your hotel reservations for
Orlando; but how can you make sure
that your investment will pay off?

While you’re making your plans
and packing your bags, here’s a
checklist to keep in mind:
1.Jot down some questions you’d like
to ask. Whether it’s a question about
business practices or technical
matters, someone there will have
answers for you. Make a plan to seek
out advice and suggestions from
instructors and other attendees.
2.Take advantage of the incredible
array of tools and technical know-
how in the exhibit hall. Make a list
of items to look for in the exhibit
hall, and plan to invest some money
in upgrading your tools and sup-
plies.
3.Put a message on your answering
machine telling your customers that

you’re investing in your continuing
education by attending PTG’s
Annual Institute. It serves the dual
function of impressing your custom-
ers and letting them know you’re out
of service for a few days.

4. Try to leave your worries at home.
If at all possible, leave the day-to-day
chores of the business behind. Ask
someone else to screen your daily
calls and notify you if there’s an
emergency. You’ll be able to partici-
pate more fully in the convention if
you’re not trying to negotiate long-
distance business deals.

5.Plan to relax and have fun. We all
work better when we take an occa-
sional break from the daily routine.
There’s no place like the annual
convention to meet new friends,
renew old acquaintances, and get a
sense of perspective on the wonder-

ful career of piano service work that -

we’ve all chosen.
— Evelyn Smith, RPT,
Assistant Institute Director

before coming to the roundtables.)
¢ Appraisals and Estimates - Steve
Brady ‘

¢ Marketing Your Business to the
Top - Bob Russell

* The Other Keyboard: Using a
Computer in Your Piano Service
Business - Jeannie Grassi

¢ The Internet for Piano Techni-
cians - Andy Rudoff

¢ Economic Freedom: Planning for
Retirement - Beverly Kim

¢ Renting Pianos - Anthony Pascone
* Taking the “War” out of Warranty
Service - Brian de Tar

* Pricing Philosophies - Dale Probst

In addition, there will be
roundtables on the following topics:
¢ Increase Your Income Through
Subcontracting - Gina Carter

Discussion will focus on the
problems and solutions to using
subcontractors for specialized areas
of our business.
¢ Why Incorporate - Laura Kunsky

Discussion will encompass the
positive and negative aspects of
incorporation for people in the
piano service business.

* Reducing Unwanted Business:
How to Cut Back on Work Gracefully
and Profitably - LaRoy Edwards

Discussion will focus on what to do
with your business when you’ve got
more than enough.

Take advantage of this opportunity
to mine the rich vein of your peers’
information and experience. The
Business Roundtables bring your
questions to the table, leave with
answers.

-
i wasmm}g\
H

ZV&TS art »M«E
%V&nw i; &
awm%'&'@.é&aéf FLOR|DA§§'

i
ig
W
&
[

5

June 1997 / Piano Technicians Journal/ 39



oolks for

I now can stand proud to pro-
claim — I am a dummy!

In the last few years, I and a
couple million others have felt more
and more able to step from behind
the dirty wall of prejudice. The
journey has not been easy, and even
today when I admit it
openly I still feel the
twinge of pain. Unless
you have felt the
ongoing pain of
ridicule, discrimina-
tion and the abject feelings of
rejection caused by being left out,
you do not understand how wonder-
ful acceptance can be.

The pain is not of being too fat
— though I am — nor of a different
colored skin, although I am a minor-
ity in the world — white — not of a
different nationality — I am an
American living in America. These
are more serious discriminations.

No, I have experienced the
shameful plight of being dumb, many
of you have suspected it for some
time, but I now admit it publicly. For
instance, I hit the wall of information
overload in the third grade. The
classification of dummy has stayed
with me, especially within myself. As
one experiencing ongoing informa-
tion overload, change does not come
easily. I still stare at computer
monitors, expecting Saturday morn-
ing cartoons to dance across, and
western cowboys to come through
with six-guns-a-blazing. I still think
the Internet should be something a
fisherman uses on an intercoastal
canal. Megabytes ought to be some-
thing a girl named Meg takes out of a
cake. And a Mouse? What person in
her or his right mind wants one of
them in the office or house?

People sense a dummy. They give
away their frustration in subtle ways,
as in the cutting of their eyes, the
furrowing of the brow, the quiet
grunts, the uncontrollable laughter
and the primal cries.

One day, a gleam of hope
reached the back of the intellectual
bus to which such dummies just as 1
have been relegated. It came of all
places from the cover of a book: How
to Keep Your Volkswagen Alive for the
Complete Idiot. Finally a book which I
was qualified to read, and under-
stand even. More helpful, I saw
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others buy the book. From that day, 1
harbored hope of one day being
accepted, as a dummy, into main-
stream America.

Well that day seems here. Now
there are ever growing numbers of
books for my genre: DOS for Duminies
1 & 2, Finances for Dummies, Under-
standing Computers for Dummies, Word
Perfect for Dummies, and Windows for
Dummies. Now that is a real winner,
you think that most anyone would
know what to do with Windows. You
look out of them, sometimes color
them for churches, occasionally wash
them, but no — for those in my
category — we need Windows for
Dummies. The purpose of these books
is to make understandable for
dummies the most complicated,
complex subject and/or process.
Hiding in the stacks, I see more and
more people openly, almost proudly,
taking the books from the shelves,
going right up to the sales register
and buying them. Right in front of
everyone. And they leave the store
without the books covered in a
brown paper sack. They wear expres-
sions of such relief that finally, there
is recognition that there are enough
dummies in the world to justify more

Try Your Hand at Some

How many times have your custom-
ers been awed by your ability to
transform their piano into an
instrument of expression and
musicality? We know that it isn’t
really magic, but knowledge trans-
mitted through our hands. Orlando,
the home of Magic, is the place to
get that hands-on knowledge. In the
offing are hands-on Vertical and
Grand Regulation (two separate
courses). These three-hour sessions
will help you prepare for the Techni-
cal test or just improve your under-
standing of regulation. A well
regulated action is truly a magical
feel, as it is the vehicle through
which the musician becomes inti-
mate with the instrument.

Attend our two Applied Skills
sections and learn how to make that
repair that puts the pianist back in
business. These are hands-on work
stations where you will be able to
practice one-on-one. It would take
Magic to find this kind of assem-

books for them. Soon there will be a
section of books for dummies, and
then, who knows, maybe one day
bookstores filled with books for
dummies.

But we are making great progress
in the world. Just today I saw where
they are starting to build computers
for dummies. These computers will be
able to pull new programs right off
of the Internet along with other
good features. But the question that
I have to ask, will these computers be
built by dummdies?

‘We might even schedule a class
at one of our International Institutes:
“Piano Tuning and Related Repairs
for Dummies.”

But the book I am really waiting
for is a book to help dummies under-
stand dummy books. Someone has
said that we all are dummies, just on
different subjects. Now isn’t that why
we all want to be in Orlando in July
to eliminate some of that dumbness.
Join us for the 40th anniversary and
go home standing tall and proud
that you, too, have come out of the
closet and be proud to be a dummy.

— Gary A. Neie,
Chairman Economic Affairs Commitiee

agic
blage anywhere else in the world —
top instructors from all over North
America. Read your brochure
thoroughly for all the details of these
hands-on courses.
Join us in Orlando. Get the knowl-

edge. Perform the Magic.

— John Ragussa, RPT,
Assistant Institute Director

oA niversa r
cmvcntw

;«ORLANDO FLORIDA




According to Mr. Webster, a secre-
tary is “a person, usually an official, who
is in charge of the records, correspon-
dence, minutes of meetings and related
affairs of an organization, etc.” That
definition even comes before the one
that includes such words as “routine
work,” “taking dictation,” and “etc.” And
it’s way above the one that calls a secre-
tary a piece of furniture.

Actually, Mr. Webster has pretty well
summed it up. In PTG, the Secretary’s
primary responsibility is to see that the
minutes of the meetings are accurate,
prepared in a timely manner and pub-
lished to the membership as dictated in
the bylaws. The responsibility to work
behind the scenes and make sure the
work is done in an orderly manner may
make him or her seem at times like a
piece of furniture. It’s only when the
work isn’t done properly that he or she
becomes more visible.

In recent years, the Secretary has
been responsible for minutes of five or
six days of Board meetings per year, plus
the two-day Council meeting, a one-day
convention planning meeting, and any
conference-call meetings or mail bal-
lots. That’s not to say that the secretary
himself or herself has to write down
every word that’s said in every one of
those meetings, but he or she is respon-
sible for seeing that the records of those
meetings are accurate. The Secretary
also serves as an ex officiomember of the
Bylaws Committee.

More Than
Furniture

Historically, PTG’s Secretary-Trea-
surers have had longer Board tenures
than most other officers. Individuals like
Charlie Huether and Ron Berry each
served several terms in this seat, and
they did a lot to shape this organization
while they were there. Because the Sec-
retary-Treasurer deals more with the
routine operation of the organization
than any other officer, he or she often
comes to serve as the memory of the
Board. Since he or she is responsible for
making sure the Bylaws and other orga-
nizational documents are up-to-date, he
or she comes to know those documents
pretty well.

At one time, the person who ran
PTG’s Home Office was known as the
Executive Secretary. To avoid confusion
with the elected Secretary (who also

. 1
serves on the Executive Board), that
person’s title was changed to Executive
Director. Since those days, the Secretary
has taken on a new responsibility, serv-
ing as a member of PTG’s Executive
Committee, which also includes the
President and Vice President. With the
Executive Director, this committee
serves as a “management team” that is
responsible to the Board of Directors
for PTG’s day-to-day operations. Thanks
to electronic mail, fax, cell phones and

PD-HzZm<m QQzZz—-<00

July 23-27, 1997 All seminars,
PTG ANNUAL CONVENTION conferences, conventions
& TECHNICAL INSTITUTE and events listed here are

Radisson Twin Towers, Orlando, FL
Contact: PTG Home Office, (816)753-7747
3930 Washington, Kansas City, MO 64111

October 11-12, 1997
TEXAS STATE
Ramada Hotel Downtown, Ft. Worth, TX
Contact: David Reed (817)785-4420
4004 Lovell, Ft. Worth, TX 76107

October 18-19, 1997
NYSCON
Ontario Province
Radisson Hotel, Corning, NY
Contact: Donald McKenchie
(607) 277-7112
1660 Slaterville Rd, Ithaca, NY 14850

October 23-26, 1997
NORTH CAROLINA REGIONAL
Embassy Suites Convention Center, Greenville, SC
Contact: Don Valley
(864) 574-6165 or (864) 574-1201
P.O. Box 844, Fairforest, SC 29336

approved PTG activities.

Chapters and regions
wishing to have their
function listed must
complete a seminar
request form. To obtain
one of these forms,
contact the FTG Home
Office oryour Regional Vice
President.

Ornce approval is given
and your request form
reaches Home Office, your
event will be listed through
the month in which it is to
take place.

Deadline to be
included in the Events
Calendar is at least 45
days before the publication
date; however, once the
request is approved, it will
automatically be included
in the next available issue.

other advancements, information can
be exchanged almost instantaneously.
The Bylaws also charge him or her
with the duties of Treasurer, which Mr.
Webster defines as “onewhoisin charge
of treasure or a treasury.” In PTG, of

. course, our real treasure is our mem-

bership, but Webster goes on to say that
a treasurer is “an officer ... who is re-
sponsible for the receipt, care and dis-
bursement of money.” Allkiddingaside,
PTG’s annual budget is very close to $1
million. As in very close to $1 million of
your money. You can see that this is a
very serious responsibility.

In fulfilling that responsibility, the
Secretary-Treasurer works closely with
Home Office staff to track income and
expenses, prepare budgets, ensure that
the books are examined annually by
outside accountants and report fully to
the membership. Each year, we prepare
an annual report based on the
accountant’s review. This report is sent
to each member, and I urge you to look
it over carefully. Council delegates will
receive a more detajled report, includ-
ing specific budgetary recommenda-
tions for the remainder of this year and
all of nextyear. Most chapters schedule
ameeting inwhich the budgetand other
Council issues can be examined and
discussed by chapter members. Be sure
you don’t miss that one!

The Secretary-Treasurer serves as
chair of the Emergency Reserve Fund
Committee, which also includes the
President, Vice President, Immediate
Past President and Executive Director.
Because PTG’s EmergencyReserve Fund
has been small, our funds have been
invested in such secure instruments as
certificates of deposit or treasury bills.
However, this fund has now grown to
more than $150,000. Our recent mem-
ber survey showed that more than 70
percent of our members were comfort-
able with investing at least part of our
money in some sort of mutual or equity
fund. Therefore, this activity will cer-
tainly grow in importance.

PTG is fortunate to have a Home
Office staff to handle much of the
workload. Over the years, PTG has grown
inscope and complexity to a pointwhere
one person cannot handle all the ad-
ministrative functionsrelated to the Sec-
retary-Treasurer’s responsibilities. But
that’s the person the membership elects
to make sure’ those tasks are accom-
plished accurately, completely and on
time. Furniture, indeed!

— Jim Coleman, Jr., RPT
Secretary-Treasurer

June 1997 / Piano Technicians Journal / 41



Region 1
061 Ottawa, ON
Beverly A. Felske

P.O0.Box 7
Douglas, ON K0J 150

Canada

078 New Jersey

Steve Minkoff
339 Chase Avenue
Lyndhurst, NJ 07071

186 Pocono Northeast, PA

Paul R. Vansant
475 Belmont Street

111 Long Island-Nassau, NY Waymart, PA 18472
Joel Cook " Region 2
4 Park Avenue ’

Kings Park, NY 11754 274 Central North Carolina
Rocco Garofalo -
1144 Palermo Court
Franklin Square, NY 11010

Robert H. Nowak
210 Wilson Street
Greensboro, NC 27401
131 Syracuse, NY 282 Charlotte, NC
John H. Harrington

110 Heatherleigh Rd.
- Solvay, NY 13209

Howard E. Adkins Jr.
1911 Briarwood Cr.
Fort Mill, SC 29715

151 Pittsburgh, PA 296 Western Carolinas, NC

Brian C. Bailey

6108 Walnut Street, Apt. #3 -
Pittsburgh, PA 15206

Eddie Kupenda
P. O.Box 16118
Asheville, NC 28816

CLASSIFICATION

Region 6

Region 6

921 San Diego, CA 951 Santa Clara Valley, CA
Paul R. Kummer
1551 Regent Street, #19
Redwood City, CA 94061

John Evans
11087 Scripps Ranh Blvd.
San Diego, CA 92131

In

FEugene Rudder
Memory

Los Angeles, CA
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- Region 3
731 Oklahoma
Robert D. Overhulser
2408 Woodford Way
Edmond, OK 73034
771 Houston, TX
Kurt K. Sonntay

21803 Ashtree Lane
Houston, TX 77073

. Region 4
. 625 Central Illinois
Larry E. Nickels

3800 N. School Drive
Morris ,IL 60450

Region 5
803 Boulder, CO
Glenn D. Contouris

1005 Chestnut Drive
Longmont, CO 80503

* Region 6

653 Ozark, MO

Randy A. Huebert
P. O. Box 246
17598 Jackson Road
Boonville, MO 5233

895 Reno, NV
Douglas Allen Murray

551 Tiffany
Elko, NV 89801

- Region 7

972 Poriland, OR

Robert G. Soper
P. O. Box 42566
Portland, OR 97242

William P. Kasimoff
June 15, 1921 - March 29, 1997

William P. Kasimoff was
born of Russian immigrant
parents in 1921 in Los Ange-
les, CA. He played the clarinet
in the San Gabriel Symphony
and apprenticed to become a
piano tuner. Along time mem-
ber of the Los Angeles Chap-
ter, he was primarily an im-
porter of Bluthner Pianosand
Neupert harpsichords. A
strong supporter of the Guild,
he exhibited these instru-
ments at PTG Conventions
and made a Guild sponsored
overseas trip to Japan and
China.

Bill visited the Bluthner
Factory 11 times, sold 26
Neuperts to colleges and had
a successful renting business
to music centers and motion

picture studios, servicing his
own instruments. He worked
in the piano business for 51
years.

Opposed to war, he spent
four and one half years in a
camp for conscientious objec-
tors during WW II (1942 -
1946). Mr. Kasimoff died
peacefully in his sleep on
March 29,1997. He was fluent
in four languages; Russian,
Spanish, Germanand English.
Shortly before his death, he
reminded us that his favorite
Bach Cantata was “I am con-
tent with my good fortune”
(Matthew 20:1:16).

His wife, Helga, will be
continuing the business with
their three sons.



PTGAuxiliary
Executive Board

PHYLLIS TREMPER
President
413 Skaggs Road
Morehead, KY 40351
(606) 783-1717

E-mail: f.trempe@morehead-st.edu

CAROLYN SANDER
Vice President
527 Knob Creek Road
Shepherdsville, KY 40165
(502) 922-4688
Fax (502) 922-9452

AGNES HUETHER
Recording Secretary
34 Jacklin Court
Clifton, NJ 07012
(201) 478-1841

BEVA JEAN WISENBAKER
Corresponding Secretary
1103 Walton
Houston, TX 77009
(713) 864-6935

MARILYN RAUDENBUSH
Treasurer
20 North Laurel Street
Millville, NJ 08332
(609) 825-2857
E-Mail: Raudy88@aol.com

L. PAUL COOK
I diate Past President
3137 Voltaire Drive
Topanga, CA 90290
(818) 716-6171
Fax (818) 703-1781
E-mail: pcook@cwcook.dolphin.net

KAREN YOUNG
Auxiliary Newsletter Editor
Route 5, Box 5239
Hayward, WI 54843
(715) 634-3994

PTGA Honorary Life Members

MARION BAILEY
Altus, Oklahoma

JULIE BERRY
Indianapolis, Indiana

DESSIE CHEATHAM
McPherson, Kansas

IVAGENE DEGE
S. Pasadena, California

LUELLYN PREUITT
Independence, Missouri

VIRGINIA SELLER
St. Paul, Minnesota

BERT SIEROTA
Feasterville, Pennsylvania

JEWELL SPRINKLE

Roanoke, Virginia

RUBY STIEFEL
Louisville, Ohio

AUXILIARY

E X CH A N G E

Dedicated To Auxiliary News and Interests

Support the Auxiliary Scholarship Fund

June is busting out
all over or at least that is
what the song says. Now
if you are busting out all

over, you had better get .

on that diet quickly. For
convention is here soon
and the hotel has a
beautiful court yard and
a fairly large swimming
pool for a hotel. Do not
forget your bathing suit
and I will meet you

down at the pool at 6:30

A.M. and we will do our
laps together! This will
be a reminder note to
sit right down now and
fill out that registration
form. The deadline is
upon us and you do not
want to be left out. Left
out of the hotel, that is,
as this hotel, the
Radisson Twin Towers,
does not have as many
rooms as some hotels we
have convened in. Now
you know where all the
action is — in the front
lobby of the convention
hotel where everyone
meets.

While you have your
checkbook , will you
please write out a check
for the Auxiliary Schol-
arship Fund. Any
amount will do. I will try
to bring some note

Phyllis Tremper
PTGA President

cards, a few cook books
yet!, and some more
piano pins I found with
me on the plane, but I
can’t carry much. We
will not have the Schol-
arship Store at this
convention because I
could not find anyone
to sit there behind the
booth and take care of
all those things when
everyone wanted to be
at Disney World. Do not
blame em! So you are
on your honor this year.
Hopefully, we will have
two winners who can
play for us at our Thurs-
day afternoon recital

and reception following.

Remember, the Scholar-
ship is one of the pur-

poses for which we exist.

So please do not make

me beg you for that
donation.

Also, a reminder
that all Auxiliary affairs
are on Thursday, July
24, this year so that you
may phone ahead, see
back issues of my col-
umn, mainly the March
1997 issue, to plan a two
day excursion to Disney
World or three days if
you wish. I would,
however, ask that you be
at all of the Thursday
functions as that needs
your attention and/or
vote. We are bringing
some recommendations
to the Gouncil this year
from the Executive
Board and we just need
you. You are important.
That is why we exist.

Don’t forget your
sun hat, walking shoes,
water bottle and swim-
ming suit and please do
not forget — To Put a
Littled Music in Your Life.
Quote by Bern Williams
says, “No symphony
orchestra ever played
music like a two-year-old
girl laughing with a
puppy.”

— Phyllis K. Tremper
PTG Auxiliary President
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FOR SALE

SANDERSONACCU-TUNERS from Au-
thorized distributor. Consignment sale
of used Accu-Tuners and Sight-O-Tun-
ers or new Accu-Tuner customers. Call
for details. Rick Baldassin, 801-292-4441.

AMAZING NEW TUNING TOOL! Now
you can play four octaves with one hand.
Leaves the other hand free to manipu-
late the tuning hammer. Automatically
stretches the treble and bass sections by
using the upper partial. The THIRD
HAND will become the most useful tool
you own next to your tuning hammer.
Forfree brochure, write or call: CALRON
Piano Specialists, 15250 Euclid, Allen
Park, MI 48101. 313-388-2092.

ACTION PARTS AND HAMMERS for
the rebuilder. Highest quality Encore,
(by Abel) and Nu-Tone (Knight) piano
hammers. Try the new refined Tokiwa
Action Parts (now some of the finest
action parts made today). For the classic
American piano sound, we recommend
Encore hammers on walnut moldings.
Encore hammers are made to the strict-
est specifications of Wally Brooks by the
Abel Piano Hammer Company of Ger-
many. Quality boring and shaping. We
alsospecialize in pre-hanging grand ham-
mers on new shanks for a $109.00 pre-
hanging fee. Write or call: Brooks, Ltd.,
376 Shore Road, Old Lyme, CT 06371,
Phone: 800-326-2440, FAX 860-434-8089.

ENJOY over 150 stories in “TOONER
TALESFunnyAnd Amazing StoriesFrom
Piano Technicians.” Send $11.95 plus
$3.50 shipping to: Ken Burton, 3715 7
Ave. NW, Calgary, AB, T2N 4]1

SANDERSON ACCU-TUNERS NEW &
USED. BOB CONRAD 800-776-4342.

DAMPP-CHASER PRODUCTS, PROTEK
LUBRICANTS. Fully stocked inventory
for same day shipping on all orders. Free
installation advice and tech support. Call
today to place an order or for a free price
list. PIANO CLIMATE CONTROL SUP-
PLY, Steve Cunningham 1-800-443-7509.
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Classified Advertising rates are 35
cents per word with a $7.50 mini-
mum. Full payment must accom-
pany each insertion request.

Closing date for placing ads is six weeks
prior to the month of publication.

Ads appearing in this publication
are not necessarily an endorsement
of the services or products listed.

Send check or money order (U.S.
funds, please) made payable to
Piano Technicians Journal,

3930 Washington, Kansas City, MO
64111-2963.

SOUNDBOARDS BYNICK GRAVAGNE.
Ready-to-install crowned boards or semi-
complete. Over 130 new boards out
there! New expanded and updated in-
stallation manual $20.20 Pine Ridge;
Sandia Park, NM 87047; 505-281-1504.

GRAND PIANO STRING covers. Are you
ready foran item that can keep the piano
clean, prevent corrosion, improve tun-
ing stability, make your clients happyand
make youmoney besides? Custom made,
itrests above the strings, covering sound-
board, tuning pins and plate for com-
plete protection inside the piano. Made
from finest quality woven wool, available
in black, light brown, brown, burgundy,
and white. Personalized name applique
also available. No inventory or invest-
ment required. For free brochure and
samples call: Edwards String Covers, 240
Old River Lane, Box 646, Brookdale, CA
95007. Phone (or fax) 408-338-4580.

MAKE INSTANTLIVINGINNEWYORK
CITY! Selling my database of 250+ active
& 450+ inactive customers, all in Manhat-
tan. 33% grands, 15% Steinway. Only
EXPERIENCED RPTs please. Buyer(s)
mustsign limited resale agreement. Only
$3000.00. Partnerships OK. Make it in
the Big Apple! Don Farrar, RPT,
817-545-0066.

TUNERS: TUNE ANY DUPLEX SCALE
easier, faster, and more accurately with
the Franklin Duplex Slider. This excit-
ing and ingenious new tool was invented
and designed bya tuner for tuners exclu-
sively. Call or write. SINGING TONE °
Box 2063, Peter Stuyvesant Sta., New
York, NY 10009. (212)677-5760.

HAMMER BORING GUIDES. All metal,
weigh 15 lbs. Accurate and easy to use.
$200.00. Instructions and photo avail-

able on request. Kent Gallaway, 709
Thorne, Ripon, WI54971; 414-748-3265.

TUNING HAMMER BALL—
ergonomically designed to lessen repeti-
tive motion injuries and wriststress. Made
to order, it slips on and off most tuning
levers. $14.95 includes shipping. Mayer
Gluzman, 6062 Anne Dr., West
Bloomfield, MI 48322. (810)661-4869.

ENCORE GERMAN SHANKS &
FLANGES—now available for replace-
ment on New York STEINWAY grands.
The Finest Quality Workmanship Avail-
able. The value of a Steinway is deter-
mined byitsfinal tone and action. “When
you'resstriving for excellence—begin with
quality.” Encore Hammers and Actions
Partsavailable only through Wally Brooks,
Brooks, LTD., 376 Shore Rd., Old Lyme,
CT 06371; 1-800-326-2440, FAX 860-
434-8089. '

The PIANO UMBRELLA! More than
just a string cover. Protects strings,
soundboards, tuning pins, pin block,and
action against humidity, dust, debris, and
oxidation, without interfering with string
vibration. Only $90. For free brochure,
write or call: CALRON Piano Specialists,
15250 Euclid, Allen Park, MI48101. 313-
388-2092.

PianoDB & PianoDB 95 - DATABASE
FOR WINDOWS. MS Access 2.0 & 7.0.
Easy to use graphical interface-Manage
Clients, Pianos, Service Notes, Suppliers,
Supplies-More. See it on the Internet:
http://www.dcalcoda.com/ $250
kenhale@dcalcoda.com D C AL CODA
(916)272-8133, Send for Infopacket, 126
Doris Dr., Grass Valley, CA 95945 (Ken
Hale, RPT).



HAVE YOUR HAMMERS & BASS
STRINGS MADE BY SOMEONE WHO
CARES What they will sound like after
1,2 or 5 years. A.Isaac Pianos, 308 Betty
Ann Dr., Willowdale, ON M2R 1Bl
CANADA. (416)229-2096

“SALE OF PIANOS” — All models and
styles. Specializing in players, art case
and conventional pianos. Floor ready
and asis pianos available. We also special-
ize in one of a kind and hard to locate
pianos. Call collect Irv Jacoby 1-800-411-
2363, 216-382-7600/FAX 216-382-3249.
Jay-Mart Wholesalers — Pianos since
1913.

BSSENDORFER 7°4" magnificentinstru-
ment with treble like cut crystal and bass
thatroars. Climate control system, black
polyester finish, original owner, pur-
chased 1985, cared for by master techni-
cians. $49,000. Will pay 5% referral fee.
(216)621-6648.

The STRINGER, as seen at National.
Replacestringsin overstrung section with-
out removing action from vertical pi-
anos. Makes quick work of replacing
broken strings. Bridge wire positioner
included. $49.95 plus shipping. Call or
write: CALRON Piano Specialists, 15250
Euclid, Allen Park, MI 48101. 313-388-
2092.

COMPONENT DOWNBEARING
GAUGES (bubble type) give readings
in degrees (string angle) and thou-
sandths of an inch (dimension).
Available at supply houses. Box 3247;
Ashland, OR 97520

HANDCRAFTED TOOLS— For Bear-
ing, Notching, Hammershaping,
Ribshaping, and More! Call or write for
free brochures. MAZZAGLIA Tools, PO
Box 18, Groveland, MA 01834 (508)372-
1319

FOR SALE—Well established piano cli-
entele, 1,500+ names, good startforsome-
one whowishes torelocate toNewHamp-
shire seacoast area. I am moving and will
sell my 15 year old business to a qualified
technician, good customers, many new
pianos, Kawai, Yamaha, Walters, $10,000.
Call Tom (603)335-7795.

BUCKSKIN for recovering grand knuck-
les and backchecks, upright butts and
catchers. The “original equipment” sup-
plying the industryfor 140 years. Richard
E. Meyer & Sons, Inc., 11 Factory Street,
P.O. Box 307, Montgomery, NY 12549;
914-457-3834 '

KEY LEVELING SYSTEM — As seen at
National. Unique straight edge and cali-
brated gauge plus all parts to improve
and simplify your leveling jobs. Includes
video tape. $100 plus $15 S&H. Carl
Meyer, 2107 El Capitan Ave., Santa Clara,
CA 95050, 408-984-0482.

PIANOSFOR SALE — Spinets, consoles,
studios, grands. One or a carload. Excel-
lent brand names,. Asis or rebuilt. Lowest
possible prices. Owen Piano Wholesal-
ers; 2152 W. Washington Boulevard, Lo$
Angeles, CA90018. Telephones 213-732-
0103, 818- 883-9643.

PIANO SCALING SOFTWARE for WIN
& DOS. Plot inharmonicity, Tension,
Break %, and more. Automatic Bass
Rescaling, String Winding Sheets, De-
tailed Manual, and much more. Decimal
& Metric. $80.00. Tremaine Parsons,
Box 241, Georgetown, CA 95634, 916-
33%3-9299

PTOOLS - COMPUTER TOOLBOX
FOR TECHNICIANS. WIN & DOS Clis
entManagement, Mailmerge, Correspon-
dence, Import/Export, Labels, Enve-
lopes, Autodial and more. Measurement
Conversions. Trade Specifications,
Zipcode, Supplies, and Resource Data-
bases. Conversions, Specifications, Cal-
culations, Repair Formulas, and more.
$30.00.
http://ourworld.compuserve.com/
homepages/ptools. Tremaine Parsons,
RPT; 916-333-9299.

FORSALE—ReplacementReedswanted
for use in Parlor Reed Organs. Direct
inquiries to: Paul Toelken-supplier, PO
Box 25017, Prescott Valley, AZ 86312,l
(520)772-8914 '

PIANOS - Yamaha and Kawai grands
$1850 and up. 23 Steinway grands and
verticals. Large quantity of used Ameri-
can grands from $700 up. We buy pi-
anos. Ed’s 504-542-7090.

DOINGYOUR OWN KEYTOPS? For re-
surfacingyour keys, the newlyre-designed
PETERSON Router Guide is now the
finest, fastest and most accurate system
going. Also, removes fronts slick as a
whistle. $125 plus $7.50 S&H. Peterson
Piano Service, 11530 North 6000 West,
Highland, UT 84003. (801)756-9786.

PIANO COVERCUSTOMMADE toyour
specifications. Rehearsal coversnowavail-
able. Specializing in custom colors and
fabrics. Call or write for brochure. JM
FABRICations; 10516 Ohop Valley Ex-
tension Road, Eatonville, WA 98328, 360-
832-6009.

WONDERWAND: Try the Tuning Lever
you read and hear about. Enjoy Less
Stress; Better and Faster Tunings: $65.00
p-p. Wayne Saucier, RPT, 26 New York
Ave., Wayne, NJ 07470.

*Bluthner 6'2" 1962 Ebony Satin, $18,000;
*Knabe 6'4" 1925, High Polished Ebony;
*Schimmel, 6’9" 1976, Ebony Satin,
$14,900; *Yamaha G-7, High Polished
Ebony, $12,995; *Steinway 510" O, 1920,
Light Mahogany, $14,900; *Steinway 57"
M, 1926, Ebony Satin, $11,995; *Steinway
57" M, 1929, Ebony Satin, $12,995;
*Steinway M, 1917, Mahogany, $16,500;
*Steinway 7' B, 1900 Artcase, $25,000;
*Baldwin 7', Ebony gloss w/Pianocorder,
$14,000; *Fisher Bby Grand, 54" 1915
Circasian Walnut, $4,895; *Kawai Walnut
51972 $6,800. Call SCHROEDER'’S PI-
ANOS for a complete list of used pianos,
800-923-2311.

CALL VICTOR’S for largest selection of
Fine Grandsin USA. Over400, all makes.
Need Technician, 300 NW 54 St, Miami,
FLA 33127, 305-751-7502.

SOUNDBOARDS, PINBLOCK MATE-
RIAL AND TUNING PIN DRILL BITS
NOW AVAILABLE FROM GENEVA IN-
TERNATIONAL! GenevaInternational
Corporation, exclusive U.S. distributors
of Petrofand Weinbach pianos, is pleased
toannounce the availability of European
spruce soundboard blanks, 7 ply quar-
ter-sawn beech pinblock material, select
hard maple Marion plywood pinblocks
and 61/4" fast spiral helix drill bits. Get
the best material at the best price! Call
Alan Vincent at 1-800-533-2388 for pric-
ing and more information.
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New from PROTEK: Prolube Spray Lu-
bricant. Protek Prolube is an advanced
state polymer lubricant. Designed around
the successful CLP formula, Prolube is
for higher friction areas like the keybed
and frame, shift and sostenuto mecha-
nisms. Great for front and balance rail
keypins and anywhere you would use a
spray lubricant. Provides long lasting du-
rable lubrication with virtually NO
ODOR! With the addition of Prolube
along with CLP and MPL-1, Protek offers
safe, high tech task specific tools for ev-
ery lubricating need. Ask for Prolube at
the supply house you do business with.

REPAIR CHIPPED IVORY IN 20

MINUTES. “AcryliKey” ivory restoration
system producesastrong, color-matched,
nearly invisible repair. Xit contains ma-
terial enough for 50+ repairs plus pig-
ments, mixing utensils, sanding pads,
and complete instructions. $39.95 ppd.
Richard Wagner, RPT; P.O. Box 1952
Lake Oswego, OR97035 (503) 697-9254.

Members of the Piano Technicians Guild
can have the opportunity to purchase
direct Bosendorfer concert service pi-
anos in select markets. These pianos are
3 to 5 years old in very good technical
condition. The finish condition will vary
from piano to piano and is sold as is. For
more information call: Roger H.
Weisensteiner at 800-422-1611.

FOR SALE —- Piano Tuning and Repair
Business. NortheastN.]. (Bergen County)
Repeat business, most booked 6 months
in advance. Mostly good quality grands.
Full set PTG Journals, parts, tools and
business phone number. Centered 10
minutes from G.W. Bridge and 25 min-
utesfrom Lincoln Center. CallBud Willis
201-262-1369.
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HELP WANTED

PIANO TECHNICIAN NEEDED.
Portland Oregon’s Best Piano Dealer
needs an addition Full-Time Technician
for both In-Store & In-Home tuning and
service work. Over 60 years in the North-
west, and an Industry Top 200 Dealer
that sells Yamaha Acoustic & Disklavier
Pianos, Samick, Weber and a large selec-
tion of used. ThisisaFull Time position,
Mon. thru Fri., excellent benefits and
starting income in the $30K + range.
Relocation aid is possible. Send Resume
and Cover Letter to:

CASCADE PIANO COMPANY, 4160 N.E.
SANDY BLVD., PORTLAND, OR 97212
Fax# (503)282-5707.

PIANO TECHNICIAN

(Vacancy #125-97). Minimum qualifica-
tions: 4 years experience piano repair,
tune, voice, regulate action, and rebuild
vertical and grand pianos. Extensive
concert tuning experience. RPT status
required. Salary: $19,495 - $22,000 DOE
plus excellent benefits. Application pro-
cedure: Send NAU application, resume,
names, addresses, and phone numbers
of three references to NAU-Human Re-
sources, P,O. Box 4133, Flagstaff, Ari-
zona 86011-4113. Position is open until
filled. Review of applications will begin
on June 15, 1997. NAU is an Equal Op-
portunity, Affirmative Action Institution.
Women, minorities, veterans, and indi-
viduals with disabilities are encouraged

to apply.

TUNER NEEDED IMMEDIATELY—
Salaried technician position available in
rapidly expanding family held corpora-
tion. Good and efficient tuning skills as
well as good people skills required. Well
rounded knowledge of repairs and regu-
lating a plus. Starting salary is $22,500
with one-week paid sick leave and one-
week vacation. Profit-sharing after first
year can substantially increase income.
If you want to become part of a growing
team in a relaxed environment and de-
sirable location, send resume to: Ruggero
Piano Service, Inc., 3504 Fairhill Drive,
Raleigh, NC 27612.

GENEVA INTERNATIONAL
CORPORATION, exclusive U.S. distribu-
tor of Petrof and Weinbach pianos, is
wishing to hire a manager/technician
for our piano service center in the north-
west Chicago suburbs. RPT preferred
but not required. Strong rebuilding ex-
perience a must. Finish experience a
plus. Salary based on skills and experi-
ence. Must be able to perform high level
grand piano rebuilding and supervise
others. Full health and retirement ben-
efits offered. Please contact Alan Vincent
at 1-800-533-2388 for more information
or FAX resume to 847-520-9593.

SERVICES
Ll

REFINISH PIANO HARDWARE in
nickel, brass, or chrome. Metal finishing
specialists for over thirty years. Parts
shipped back to you in 2-3 weeks. Rush
jobs can be accommodated. Whitman
Company, Inc. 356 South Ave., Whitman,
MA 02382. Ph. 1-800-783-2433.

STRAIGHT SIDES, SQUARE FRONTS
and crisp notches are the benchmarks of
our quality key recovering. Tops with
fronts $135 plus return shipping and
insurance. Call or write for price list of
our key restoration services. Yvonne
Ashmore, RPT and Associates, 12700 La
Barr Meadows Road, Grass Valley, CA
95949, 916-273-8800. M/C & Visa ac-
cepted.

PIANO PLATE REPAIR—The alterna-
tive to total loss or costly rebellying!!
Welding of cracked or broken plates a
specialty. Complete repair service of-
fered. Call Bob Beck (RPT-New Jersey
Chapter) (201)884-0404.

STEINWAY Action Frame Rails
Resoldered, Replaced, and/or Reposi-
tioned. For price list write or call John
DeweyEnterprises, Inc; 861 E. 2900 North
Road, Penfield, IL 61862-9603, phone
(217)595-5535.

PLAYERPIANOSRebuild bought & sold.
Serving NY to GA. Will pick up system
and re-install or send in mail. Nicholas
Fiscina 1-800-862-2138.



CALIFORNIA SOUNDBOARDS BY
DALE ERWIN, RPT. Too many cracks?
Flat Board? Lifeless tone? Stop! Letour
complete restoration facility perform a
soundboard transplant and breath new
life into your Steinways, Mason Hamlins,
etc. All boards are Bolduc panels and
hand selected rib stock. 50-60-70 ft.
curves? Custom press allows for variable
curvatures. All board thickness and rib
dimensions reproduced. Quality con-
trol assures a superior tonal outcome.
For prices on complete bellywork or res-
toration, call (209)577-8397. Rebuilt
Steinways also available. 4721 Parker
Rd., Modesto, CA 95357.

www.Heartlandpiano.com

We’re on the NET. it’s plain to see/
there’s lots to find. and always free//
look us up.to see what’s new @HPR//
we're there for you! Heartland Piano
Restorations

NEW SOUNDBOARDS, PINBLOCKS,
BRIDGES & ACTIONS, INSTALLED plus
much more! Partial or complete Re-
building; all makes. Performance “B” &
“D” Steinways our specialty. Highest qual-
ity guaranteed. Call Greg Toll-Free for
info & quotes! 1-888-874-4266.
HEARTLAND PIANO RESTORA-
TIONS. Visit us on the Internet:
www.Heartlandpiano.com

REPLACEMENT SOUNDBOARD
PANELS — North Hudson Woodcraft
has been producing QUALITY sound-
board blanks for over 100 years. We will
custom build a spruce soundboard to
your specs. Rib stock, shim stock, and
quartersawn Hard Maple also available.
Forinformation and prices call: NORTH
HUDSON WOODCRAFT CORP.
(315)429-3105 - FAX (315)429-3479.

PIANO KEY SERVICE—

.075 Tops with fronts - $105.00

.095 Premium Tops with Fronts - $125.00

High Gloss Sharps (3 1/2") - $50.00

Keys Rebushed: Premium Cloth - $85.00

Custom Keys Made - Call for Price

Many other services available. Call or
- write for price list. FREE return freight

on pre-paid orders of $75.00.

WALKER PIANO SERVICE,

554 State Route 1907, Fulton, KY 42041,

1-800-745-6819.

KEY BUSHING: We use over 20 different
sizes of Spurlock Precision Cauls. Send
the micrometer measurement of the key
pins and we will give you a perfect fit.
Both rails high quality felt $85.00 or
leather $95.00 plus return shipping and
insurance. Write or call for price list of
our key restoration services. Yvonne
Ashmore, RPT and Associates, 12700 La
Barr Meadows Road, Grass Valley, CA
95949, 916-273-8300. M/C & Visa ac-
cepted.

RESTORATION OF CARVED WORK,
turnings, inlays, and marquetry, includ-
ing repair of existingwork and reproduc-
tion of missing pieces. Edwin Teale; 18920
Bridgeport Road; Dallas, OR 97338; 503-
787-1004.

SOUNDBOARDS INSTALLED, topsides
rebuilt. Bridge-conformed, scale-
diaphragmized boards with truly
quartersawn ribs (sitka, eastern, or sugar
pine). You send us the case, we’ll return
you a piano. Quality’s the bottom line.
David G. Hughes, RPT. 410-429-5060.
Baltimore.

SIGHT-O-TUNER SERVICE: Repairs,
calibration & modifications. Fast, reli-
ableservice. Richard]. Weinberger; 18818
Grandview Drive; Sun City West, AZ
85375. PH. 602-584-4116.

TRAINING

I

NILES BRYANT OFFERS TWO HOME
STUDY COURSES: Electronic Organ Ser-
vicing: Newly revised. Covers all makes
and models — digital, analogue, LCT’s,
synthesizers, etc. Piano Technology: Tun-
ing, regulating, repairing. Our 8 7th year!
Free booklet; Write or call NILES
BRYANT SCHOOL, Dept. G, Box 19700;
Sacramento, CA 95819 —(916)454-4748
(24 hrs.) :

BILL GARLICK SEMINARS-Upgrade
your skills at intensive six day resident
seminars at Bill’s home. Applications are
invited for upcoming seminars in tun-
ing, grand action regulation, historic tun-
ings, harpsichord maintenance. Tuition
includes instruction and use of facilities,
private bedroom (share baths), break-
fast and lunch. Write or call for informa-
tion. Bill Garlick, RPT, 53 Weeks St., Blue
Point, NY 11715; 516-363-7364.

NORTH CAROLINA REGIONAL
CONFERENCE

October 2326, 1997 » Embassy Suites
Resort Hotel Golf and Conference Cen-
ter ® Greenville, South Carolina. Na-
tional and Regional Instructors along
with Major Piano Manufactures and Pre-
ferred Suppliers will be on hand for 2-1/
2 days of comprehensive classes offering
a full range of piano service topics. Ina
supplemental all-day class Thursday,
October 23 learn to design and build
your own pneumatic soundboard and
bridge presses. Bring your spouse and
enjoy a geta-way in the spacious sur-
roundings of a luxury resort hotel. For
more information contact Don Valley,
RPT (864)574-6165.

THE RANDY POTTER SCHOOL OF PI-
ANO TECHNOLOGY — Home Study
programs for beginning students, associ-
ate members studying to upgrade to Reg-
istered Piano Technician, and RPT’s
wanting to continue their education.
Tuning, repairing, regulating, voicing,
apprentice training, business practices.
Top instructors and materials. Call or
write for information: RANDY POTTER,
RPT; 61592 ORION DRIVE; BEND, OR
97702; 541-382-5411. See our ad on page
3.

VIDEOS
L A

INSTRUCTIONAL VIDEO TAPES.
Victor A. Benvenuto. Piano tuning,
$50.00%; Grand Regulating, $50.00%;
Grand Rebuilding, $100.00 (2)*; Key
Making, $50.00%; Soundboard Replace-
ment, $29.95%. (*Plus S/H). The Piano
Shoppe, Inc., 6825 Germantown Avenue,
Philadelphia, PA 19119-2113; Ph. 215-
488-7038, Fax, 215-848-7426.
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SUPERIOR INSTRUCTIONAL TAPES
** All videos at one price, $50 @ **
:Beginning Tuning, Upright Regula-
tion, Aural and Visual Tuning, Grand
Action Rebuilding, Exploring the
Accu-Tuner, Grand Action Regulation,
Voicing, Pinblock Installation, A to A
Temperament, Baldassin-Sanderson
Temperament, Bass Tuning - 3-Ways.
Superior Instructional Tapes; 4 W. Del
Rio Drive; Tempe, AZ 85282; Ph. 602-
966-9159.

PIANO TECHNOLOGY
EDUCATIONAL MATERIALS.

$49.95 each reel— Vertical Piano Regu-
lation, presented by Doug Neal. Pre-
sented by Cliff Geers: Plate & Pinblock
Installation Part I, Plate & Pinblock In-
stallation Part II, Wood Repairs,
Soundboard Repair, and Grand Ham-
mer Replacement. Add $5 per order for
shipping and handling. Questions? Call
712-277-2187. Mail orders toPTEM, 3133
Summit, Sioux City, IA 51104 .

WANTED

WANTED!! DEAD OR ALIVE: “Steinway
uprights and grands.” Call collect, Ben
Knauer, 818-343-7744.

WANTED: Back issues of the Journal,
particularly olderissues (prel1965-would
prefer complete set). Contact Michael
W. Hart, P.O. Box 268, Corbin, KY 40702
(606) 528-8760.

WANTED by PTG member/technician.
A copy of the book “Historical Pianos.”
Please call 606-528-8760

LOOKING FOR KEYFRAME with key-
board or if necessary, the whole action
for an 88 key 6’1" Steinway A #121116.
Call Leopold at N.Y. Piano Center at
1-800-642-5648.

Advertise in the Journal !

PT] Advertising rates are hard to beat!
Display rates can be found in the chart below, classified rates are $.35 per
word, with a minimum of $7.50. Deadline dates are approximately the
20th of the month, 2-months preceding publication.

For more information, call the PTG Home Office

(816) 753-7747

AD SIZES AND RATES¥*

Full Page 71/2"x 10" $528 | $578 | $665
2/3 Page 71/2'x61/2" | 47/8'x 10" $412 | $475 | $b3b
1/2 Page 71/2"x 5" 47/8"x7-1/2" $303 | $348 | $390
1/3 Page 71/2"x31/4" | 47/8'x47/8" | 2-3/8"x10" $212 | $235 | $275
1/4 Page 71/2"'x2-3/8" | 47/8'x31/2" | 23/8"x7-1/2" | $180 | $195 | $227
1/6 Page 47/8"x2-1/4" | 2-8/8"x47/8" | $120 | $132 | $155
1/8 Page 47/8"x1-7/8" | 23/8"x3-1/2" | $100 | $110 | $128
2-Inch 47/8"x1" 2-5/8"x 2" $50 $60 $78

I-Inch 2-3/8"x 1" $25 $30 $39

*Rates subject to change without notice

PIANOS! PIANOS! PIANOS! !llFree
phone appraisal!!! Buying all types of
usable pianos. Cash or bank check on
pick up. Won’t hesitate on price. Call us
first for fast professional service.
“Steinway, Mason-Hamlin command spe-
cialty prices.” Jay-Mart Wholesale, P.O.
Box 21148, Cleveland, OH 44121. Call
Irv]Jacoby 1-800-411-2363, or collect 216-
382-7600 / FAX 216-382-3249.

WANTED: TINY PIANOS such as the
Wurlitzer StudentButterfly or other small
types. Call collect: Doug Taylor,
607-895-6278. T’ll pay shipping!

WANTED: Very old Chickering Grands
to restore. PTG member, technician
would appreciate your referals. Contact
Michael W. Hart, P.O. Box 268, Corbin,
KY 40702 (606) 528-8760.

DISPLAY AD INDEX

American Institute of

Piano Technology 3
Dampp-Chaser 9
Decals Unlimited 22
Dryburgh Adhesives 5
Inventronics, Inc. 5 |-
Jaymart 5,13,28
Kawai 16
Lunsford-Alden 9
Marc Vogel 9
Majestic Piano Company 9
North Bennet Street School 13
North Carolina Regional Conf. 13
Onesti Restorations 3
PianoDisc IBC
Pianotek 5
Pierce Piano Atlas 13
Randy Potter School 3
Renner USA 28
Reyburn Piano Services 9
Samick 11
San Francisco Piano Supply 5
Schaff Piano Supply 1
Steinway & Sons 7
Yamaha BC
Young Chang IFG
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News From The World of MSR/PlanoDlsc Knabe Mason & Hamlln

New PianoDisc regional tech/sales
training classes launched in April

Music Systems Research has launched a
new regional training program for piano
technicians, PianoDisc Installers and sales
associates. The three-day classes cover “ev-
erything you need to know to service and
sell PianoDisc, QuietTime and other MSR
products,” reports Technical Specialist/In-
structor Don Dusenbury. “The concept of a
‘traveling tech/sales seminar’ has been en-
thusiastically received by everyone.”

Designed to relate to the specific needs
and level of technical expertise of each
group, Day One (for installers, technicians
and sales associates) covers the following:
a demo of SilentDrive; control box options;
PianoDisc Users Manual; Music Libraries;
a thorough demonstration of the system. Day
Two (for installers and technicians) includes:
a slide show of the factory; MSR products
and possible product combinations; main-
tenance and operation; field servicing; cali-
bration; action regulating and voicing. Day

Three (for experienced installers) covers
advanced subjects such as: new jigs; Silent
Drive; QuietTime installation; Record cali-
bration; GT360 and GT90 overview; wir-
ing and troubleshooting.

The first session of three-day classes was
held at Jordan Kitts in College Park, Mary-
land, in April. A second class was scheduled
for May in Wichita, Kansas. June’s class,
set for the 19th-21st, will be held at Rody’s
Pianos in Savannah, Georgia. The July class
is scheduled for the 17th-19th at American
Music in Antioch, Tennessee.

“The first class was extremely well re-
ceived. Some of the best techs and install-
ers on the east coast were there, and we an-
ticipate future classes will get the same kind
of excellent response,” concluded
Dusenbury.

For information, or to make reservations
for upcoming classes, call MSR at 800/566-
3472.

GT 360 or GT-50

Using QuietTime with player/record system
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New Floyd Cramer
gospel disk released

The newest edition to our Music Library
Artist Series has just been released. PD8008
is titled Floyd Cramer Plays Gospel Clas-
sics. Just as the title says, the country music
superstar plays gospel favorites — some of

- the most beautiful and
beloved music ever writ-
ten.

Titles on the new re-
lease include: His Eye is
On The Sparrow; What
A Friend We Have In
Jesus and How Great
Thou Art. Mr. Cramer
explained his connection
with the music: “These
are songs that have
been a part of my life for as long as I can
remember ... I’ve heard them in little coun-
try churches ... and in churches that hold
more people than the population of my
home town. All these gospel melodies I re-
member from special places and times in
my life, and when I hear them, I feel
agam the great gy that they bring.”

New labor warranty
on PDS-128 Plus
with SilentDrive

Beginning May 1, 1997, all new PDS-
128 Plus systems manufactured with the
SilentDrive system will carry a 90-day war-
ranty for labor required to repair or replace
defective parts. The PDS-128 Plus with Si-
lent Drive also comes with a 5-year warranty
on defective parts.

For further information, call your

PianoDisc regional sales representative at
916/567-9999.

MSR/PIANODISC FACTORY

INSTALLATION TRAINING SEMINAR
Aug. 19-24  Sep. 2328 Oct.21-26

CONTINUING EDUCATION
Aug. 26-28 - Sep./Oct. 30-2° Oct. 28-30
Tuition i free, but a $50 refundable deposit is required
for confirmation. The Continuing Education Seminars
are restricted to PianoDisc certified technicians in good
stunding. For more information about either the
Installation Seminars or Continuing Education,

CALL MSR AT 1-800-566-3472
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Yamaha Service

June 1997

Last month, we discussed the Numerically Controlled Routers and “in-
house” maintenance system at Yamaha Music Manufacturing (YMM).

In this issue, we will discuss the hammer gluing procedure which
YMM utilizes during piano assembly.

Gluing Hammers

Once the piano action is propetly installed, work begins on the
dampers. First, the damper wires are aligned to the strings. Then the
damper blocks are aligned. Next, the dampers are glued into place and
adjusted before the damper lifting operation is completed.

At YMM hammer shanks are installed into the hammer heads with
the grain of the shank going in the same direction as the hammer
moves. This gives the hammer assembly its optimum strength.

The sides of the shanks
are tapered at the bottom to
allow proper left to right
alignment with the strings.
The tapered hammer shanks
(with hammers attached) are
"dry fit" to each individual hammer butt.

Next, a special clamp designed by Yamaha is placed around the
hammer heads in each section of the piano. This clamp holds each of
the hammer heads in exact position, and retains the proper spacing
between individual hammers.

Each section of hammer heads and shanks are lifted from the
hammer butts by the clamp, the ends of the shanks are dipped into glue
and the section is placed back into position in the hamumer buts.

All three sections are glued in the same manner and while the glue
is beginning to set up, the technician goes over each individual ham-
mer and adjusts its alignment to precisely match the strings.

7796 IMM “Tp of z‘be Monf/y”

In the process of key leveling, when a key is found to bea
- high, there are 4 couple of ways to correct the problem, 1fa
-~ tissue paper punching exists under the felt punching, it can be
. removed. Also, the bottom of the key canbesanded asmall |
amotnt to accomplish the same result. At the factory we have
- asanding drum mounted in the movable cart, but for your
 needs in the field 2 sanding paéd}e of 100 grit garnet paper i
- will work just asweﬂ o

Stay tuned for next month’s information from Yamaha Music Manufacturing.

Parts & Service: (800) 854-1569

FAX: (714) 527-5782

© 1997 Yamaha Corporation of America « Customer Support ¢ P.0. Box 6600, Buena Park, CA 90622
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