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Dear {ToFirstName}:
Thank you for your order with Stone Legends, my name is {FromFirstName} {FromLastName} and I will be your Job Captain.  I am here to answer any questions you may have now, or in the future.

There are a few things I need to know to make your job run as smooth as possible.

1. Do you have your plans on disk?  (AutoCad 14 or higher) this not only cuts drawing time but also improves accuracy.

2. Have you chosen a color yet?

3. If your order is for more than one truck, what part is the first you need?

4. Typical Helicals and artwork take the most time to complete tooling.

What our product is and how it is made – our product is a manufactured Limestone.  It has the look, feel and wear of real Limestone.  How it is made first, this is not a poured product, it is hand tampered.  This is like building a sandcastle, if you pack damp sand in a cup (form) and turn it over it will hold its shape and have crisp edges and very fine detail.  This is very similar to how we will make your stone.  I will submit drawings to you of what your stone work will look like.  Once you have checked the Dims color and Quantity of each unit you will check the proper box.

· “approved as is” (go into production as is)

· “approved as noted” (we will pick up your markups and make the stone with the changes you have made, unless your changes require a change order for added cost)

· “exception resubmit” (if my drawings are not what you have in the field, mark them up and we will redraw and resubmit for you to check again.)

(Then sign each sheet, signature must be name in contract)

Once it is signed off, every unit is broken down to single stone sheets, every stone has a mark #, this tells what unit it goes to and what stone it is, for example, B15 means unit B Stone 15.  A typical part sheet will show top front and side view of each stone.  After all the drawings are finished it then goes to tooling if custom work or to Production if it is a catalog item.

Tooling is where the form is made (like the cup for the sandcastle).  With a combined experience of over 100 years in our tooling shop and some of the best craftsmen in the U.S., each form is meticulously hand-made and checked for any flaws before going to one of the production lines.

Once the tooling is in production, a special “Dry” mix is added and hand tampered thin layers at a time to assure even and uniform stones.  We use pneumatic tools to achieve a very dense stone that can be used anywhere real stone is used.  It is the presser that activates the white Portland cement and allows us to use a “Dry” mix.

Once the stone is made it is very carefully turned over and the form removed.  It is checked to make sure all edges are crisp and clean and no tooling marks are evident.

The stone now sets and rests in a misting room overnight.  This allows the stone to cure slowly to insure the best quality.  The next day it goes to the yard where it is kept moist for a few more days.  Next it is inspected again (if it has any defects we will destroy it and make a replacement at this point).  After the stone passes inspection, it is put on a pallet and plastic wrapped (to hold in moisture to allow for slow cure).  Once 40,000 pounds or you complete job, which ever is smaller, is packaged you will be invoiced for what is left owed on the stone order and usually within two days of us receiving payment your stone is loaded on a air-ride truck and shipped out.

Our shipping department will call you before the truck leaves and give you an estimated time of arrival.  This will allow you to have forklift on site to unload.

With your shipment, you will receive a pack of papers; this is your packing list so you know what stones are on what pallet.  You will also receive an assembly set; these are drawings showing where each stone goes in the project.  Every stone has a mark # and this # is shown on the drawings.

You will also receive a pack on installation and care of the stone.  After your stone arrives, first look for any noticeable shipping damage.  We do not expect you to open every pallet the day you get them.

What to do if you receive damaged stone.  If it is just one or two pieces, just send us a fax (attention your job manager) with the mark # and quantity.  Remakes are our #1 priority and will usually be remade in two weeks.

If for some reason you have several broken stone, we require a photo to be sent showing the broken stone (this is to help us determine why the stone broke so we may make improvements on how we ship or to see if it was a design problem).

What if the stone is made wrong?  We go to great lengths to make sure your stone is made right the first time, but mistakes can and do happen.  Send a fax with the mark # and a note explaining what is wrong.  Sometimes a photo will be required.  If there was a production error, this is we did not make the stone to what was signed off on the drawings, we will remake it and ship it free, unless tooling is required your new stone will usually be shipped within two weeks.  New tooling may delay the replacements.

If the submittal was signed off on wrong Dims and Quantity, then a change order will be required to replace the stone.  Most of the time we will put a “Rush” on the replacement parts at no additional charge.  This is our second highest priority and after the change order is received back signed; we try to have the new stone made within three weeks.

If you take photos of the job as it goes along and when it is finished, we would greatly appreciate a copy, as designers we seldom have a chance to see the finished job.

Thank you again,

{FromFirstName} {FromLastName}

