Window Buyers Guide and Checklist o

The Clear Truth About
Replacement Windows

PROTECT YOURSELF: BeforeYou Let The Window

Salesperson Into Y our Home, Make Sure The
Contractor Can Answer These 10 Critical Questions.
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Californians spend more than $10 Billion on construction and home remodeling each
year. Many homeowners have discovered that improving their present home with an
updated kitchen, an additional bathroom, new windows or a new roof can be a more
prudent investment than buying a new house and moving. However, sometimes
these home improvements cost as much or more than a new car. Homeowners
should take the time and care necessary to plan these home improvements and
select the right company to do the work. Unfortunately, most consumers spend less
time choosing the right contractor than they do choosing a car.

Question #1:
Is The Contractor Properly Licensed To Replace My Existing Windows?

Believe it or not, many of the companies out there advertising to replace your windows do not have
the proper licenses or certifications to do the job. PROTECT YOURSELF and make sure they do.
Wouldn't you agree it is always wise to work with a specialist in the field when one is available and
appropriate? For example, if you had to have heart surgery, you would go to a cardiologist; if you
had a foot problem you would go to a podiatrist. A General Practitioner has some general knowledge
in these areas, but you would want to go to the specialist in that field, right? Construction and
remodeling is the same. For windows, you always want to make sure your contractor has a C-17
Glazing (Window) license. Too many times contractors with a B license (General Contractor) attempt
to take on jobs that fall within the scope of a specialist. Section 7057 (b) of the Contractors License
Law says:

“A general building contractor may take a prime contract or a subcontract for a framing or
carpentry project. However, a general building contractor shall not take a prime contract for any
project involving trades other than framing or carpentry unless the prime contract requires at least
two unrelated building trades or crafts other than framing or carpentry, or unless the general building
contractor holds the appropriate specialty license or subcontracts with an appropriately licensed
specialty contractor to perform the work. A general building contractor shall not take a subcontract
involving trades other than framing or carpentry, unless the subcontract requires at least two
unrelated trades or crafts other than framing or carpentry, or unless the general building contractor
holds the required specialty license. The general building contractor may not count framing or
carpentry in calculating the two unrelated trades necessary in order for the general building
contractor to be able to take a prime contract or subcontract for a project involving other trades.”
(Emphasis added).

In other words, unless the general contractor has the “specialty” license for windows (C-17) or
subcontracts with someone that does, you should say “Thanks, but no thanks.” It doesn’'t cost more
to have the properly licensed contractor do the work, so why wouldn’'t you? In addition to the C-17
License they need to have a C-2 License (see Question 3) as well as a current business license to do

business in your community.

Over 30,000 Complaints were filed against contractors

in California last year alone

- State Contractors License Board
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Question #2:
Should | Check the Contractor Out with The Better Business Bur eau?

The Better Business Bureau (www.bbb.orqg) is a great source for information while you are looking for
the right contractor to replace your windows. The BBB has a rating system that rates businesses
based on a score taken from several factors, like how long they have been in business, type of
business, compliance with competency licensing requirements, complaint volume, compliant history,
seriousness of complaints, how the company responds to complaints, and their experience with the
company’s industry in general. The BBB scoring system considers the importance they feel each
factor is to the company’s reliability. There are a total of eleven ratings; the highest is AAA the
lowest is an F. Whenever possible only use companies with an AAA rating. An example from the

BBB web site is shown below.

Progressive Insulation & Windows
Company
9750 Topanga Canyon Blvd

Chatsworth, CA 91311 Rating

Contact: Steven Anderson A+
Phone: (818) 709-1051

“Shoddy Workmanship and Contractor Fraud are the Biggest Complaints
Among U.S. Consumers”
- U.S. Better Business Bureau

Question #3:

I sthe contractor properly licensed to insulate around my new windows?

Let's tackle this by first addressing the idea of making your home more comfortable and saving
money on energy bills; these two are somewhat related. Something that many people don't even
think about is the fact that when your old window is removed, this “hole” that is created in your
home needs to be properly re-sealed. Most window companies do a pretty good job of measuring
the opening to get the right size for the new window. This is why for most situations, “off the shelf”
windows won't do the job; they need to be custom made. The problem is that most homes have

shifted and settled to some degree (especially with earthquakes in California), and many times that
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opening is out of square and no longer plumb. So inevitably, even with the best measurements,
there will be some dead air space between the window frame and the size of the opening. This can
perpetuate the problems you are trying to solve; this dead air space allows the air, wind, rain, sand,

noise, etc..., to get into the house by going around the window. Consequently, the outside elements

keep you from being as comfortable as you should be in your home, and you don’'t save money on

your energy bills.

The proper amount and type of insulation is critically important to get right. Most window companies
use NO insulation at all, and most homeowners don’t even know they should ask about it. Therefore,
the problems go unsolved. After you ask, some companies will realize you know something about
this and will agree to insulate; but do they know the right amount and proper type of insulation to
use? They don’t unless they are properly licensed. Make sure the contractor you hire is properly
authorized to insulate your new windows by having a C-2 Insulation Contractor License. Too little
insulation won't do the job, and too much can ruin your window. Just like hiring someone who has
the window license, it doesn’'t cost more to have the properly licensed and trained person do the

work... so why wouldn't you?

After all this, you want your new windows to look the best they can, right? The key here is choices;
there are many good brands of windows out there, but you want to have a choice as to what
windows you have and what styles are available. Most window companies are only authorized
dealers of 1 or 2 brands; some manufacturers are not as picky as others about who sells their
windows. The window contractor comes to your home and “says” they can sell all brands of
windows. In reality, all too often they are authorized dealers for only one manufacturer, maybe two
at the most. Some will even tell you they manufacture the window, when in fact it is manufactured
for them with their label on it, in return for their offering only that one brand of windows. Don’t be
fooled by this. In the sales presentation, the salesperson will steer the homeowner to believing
that the window they carry is best for their situation. Once in a while this is true; however, doesn'’t it
make more sense to work with a contractor that isn't married to one or maybe two companies?
Simply ask them for letters from each of the manufacturers they claim to be authorized dealers for; if

they can't provide the letters, they aren’t authorized to sell them, PLAIN AND SIMPLE.

One more thing: When your new windows are installed, the finish work is critical. You want them to
look good both from the outside and inside, right? Window installers need to be Finish Carpenters;
the finish work will give your new windows the look you wanted all along. Make sure they guarantee
there will be no damage to the interior plaster or drywall and no stucco chipping or damage when
they are done. Insist they use custom cut and painted interior wood trim (at no additional cost).

This will add a quality look and finish that is far superior to the flat vinyl trim usually offered.
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Question #4:
Dol Need A Written Estimate And Contract?

Let’s address the estimate and contract used by the contractor. There are too many contractors who

write the estimate on the back of their business card, or just quickly scrawl it out on a blank sheet of

paper to leave with you. When this much money is involved, make sure it's all properly spelled out.

If the total cost of the project exceeds $500,
by law the contract MUST be in writing.

Written estimates MUST meet L-2 to L-3 specifications. Many people are unaware that there
are varying levels of job bid specifications. Most contractors provide an L-0 (no written bid) or an L-1
(basic receipt or invoice). The minimum you should accept is an L-2 estimate; this details the type
and amount of materials to be used. Even better to get an L-3 estimate which lists measurements,
estimated time to be spent on the job and details the type and amount of materials to be used.

Always make sure the bid has the contractor’s signature on it.

Going With What “Appears” To Be The Lowest Bid Could Be The
Single Biggest Mistake You Can Make
Don't be fooled by the lowest estimate contractor or the “if you sign today” price; they are usually
anxious to make the deal and move on to the next customer. The facts are that most contractors
work on about the same profit margin. This means they have to do a higher volume by focusing on
speed and not quality. Get three estimates and apply this checklist to each one. The decision on

what contractor to use will be evident.

Question #5:

Arethe contractor’s installers W-2 employees of hiscompany, or arethey
actually sub-contractors? Arethey industry-qgualified to do the job?

A very high percentage (more than 95%) of the window companies out there will use sub-contractors to

do the installation work. This creates several problems:

€& Even if this company was referred to you, you never know if you will get the same installers your
friend or neighbor got, therefore, your experience could be vastly different from theirs.

€& One of the biggest problems in the construction industry today is workers compensation insurance.
If there is no workers compensation insurance and one of the installers gets injured while working on
your property, YOU WILL BE HELD LIABLE FOR HIS/HER INJURIES. Even if they prove to you they
are employees (letter from insurance company or letter from accountant usually works), you still
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should check with the Contractors License Board to verify they have workers compensation
insurance. You can check on the Contractors Board website at www.cslb.ca.gov.

€ Another problem this creates is supervision; if you are waiting for sub-contractors to show up they
are less likely to be on time, less likely to keep the work area clean and less likely to clean up when
finished. Remember their customer is the window company that hired them to do the job, not you.
If the installers are W-2 employees of the window company, YOU are their customer, and you will

L
3

have a better experience.

You should always deal with companies where both their sales staff and installers are W-2 employees of
the company, not sub-contractors. You should also ask if they have a full time service department on
staff (and make them prove it); this can reduce headaches later if you do have service and repair issues

down the line.

Do Not Let A Salesperson Into Your Home Without First Showing You Their
Home Improvement Salesperson ldentification Card
All sales people that come to your home to do estimates and make sales are required by the State of
California Contractors License Board to hold a current Home Improvement Salesperson ldentification
issued by the Consumer Affairs Department within the State Contractors License Board Section 7152 (a).
This card identifies them and the company for which they are employed. DO NOT LET A SALESPERSON
INTO YOUR HOME WITHOUT FIRST SHOWING YOU THEIR IDENTIFICATION CARD. You can verify this
information by going to the State of California Contractors State License Board website at

www.cslb.ca.gov.

Here is an excerpt from the Contractors License Board web site; “Section 7154 of the Business and
Professions Code states that a contractor who employs an unregistered person to negotiate home
improvement contracts is subject to disciplinary action by the registrar. Furthermore, Section 7153 of the
Business and Professions Code states that it is a misdemeanor for a person to act as a home

improvement salesperson without being registered”.
You can purchase the best windows on the planet, but if they are installed incorrectly you can have a

mess. There are several different qualifications you want to make sure the installers comply with. First,

as stated earlier, make sure the window contractor has the appropriate C-17 and C-2 licenses to do the
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job. Next, make sure the installers have had all of the manufacturer training that is available, and then

make sure the installers are certified as RLC-1 Installers through the American Architectural

'i
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Manufacturers Association (A.A.M.A.).

Question #6:

Does the contractor offer referencesthat | can speak to and drive by?

Some contractors expect you to use the “Blind Faith” method. Never do business with any contractor
that does not offer information on at least 100 references, and make sure some are in your city. If a
contractor has satisfied customers, why wouldn’'t they want you to know that? If they don’t offer

information about references, without your having to ask, you would be justified in being suspicious

right off the bat. If they only give you a few, make sure they are not his uncle, cousin and pet Collie.
It's also critically important that the references come complete with phone numbers and addresses,
so you can call or drive by if you wish. You should call some of them to ask about their experience
with the company, and drive by to see what their windows look like from the street. Make sure these
references include customers from 1 to 5 years ago, as well as customers from the previous month.
Also look for references from suppliers and other business references. You might be thinking, “I
hope they'd give me references that were happy with them; they'd be pretty dumb to give me
unhappy references to call”. And if you're thinking that, you're right; that's why you should ask for
100; they may not please everyone, but if they can supply at least 100, the odds are in your favor.

The more references they give you the better.

It would also be wise to choose a contractor who has a showroom that you can visit. Companies
can appear in their advertising to be substantial when in fact they are operating out of the trunk of a
car or back of a pick up truck. Schedule an appointment to meet them at their showroom and see
what other products they offer and what the showroom looks like; it's worth the extra time and

effort. This may be an eye-opening experience.
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Question #7:

How long has the contractor been in business?
(Learn alittle secret most contractors hope you’ll never find out)

The length of time they have been in business and their experience is a key part of your decision
making process. This is not to say that a young company can't offer good service, but without the
longevity you can’t know if they will be around to handle customer service and warranty issues in the
future. We all know that more new businesses fail than succeed, so it's important to feel secure they

will be around down the line if you need them.

One way to check and see how long they have been in business is by their license number. If the
number starts with a 4 or 5, they have been in business long enough to be stable, and will likely be
around a while longer, but they aren’t as old as Methuselah. If their license starts with a 6, 7 or 8,
BE CAREFUL, especially if they tell you they've been around for 20 years or more. Contractors have
been known to say they've been around for 25 years in their line of work, when in fact their license

number starts with a 7 or 8, and the Contractors License Board website at www.cslb.ca.gov reveals

they've been in business less than 5 years. If they try to mislead you about that, what else will they

want you to believe?

Question #8:

Do they comply with the Progr essive Standar ds for | nstallation
process and customer service?

To ensure high quality window installation and window company customer service, Progressive
Insulation and Windows has established rigorous requirements for performance in both areas. When
you have your new windows installed, you obviously want to eliminate the problems outlined earlier,
to minimize the outside noise, create a proper seal around the window so the outside elements don't
get in, etc. The only way this will happen is if the installers use the Progressive “Complete Thermal
Control” installation process that focuses on controlling the entire thermal envelope associated with
any window installation. This process ensures the installation will be done by properly licensed,
certified and trained technicians in a way that exceeds industry standards, with the proper amount of
insulation. To fully understand Progressive’s installation process, insist the licensed window sales
professional explains it to you thoroughly at the time of the estimate. Progressive’s standards also
include minimum performance requirements for employee focus on customer service. Insist on
seeing evidence that the window company you use requires compliance with these installation and

customer service standards. A partial list follows:
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Return all customer telephone calls within 4 hours or the next morning if after hours.

On time for appointments or call before scheduled time.

No high-pressure sales or estimate visits.

SVREVERL VRN

Any changes to the agreed work schedule must be communicated with homeowner before
original scheduled time.

Always measure twice before ordering windows; measure twice, order once.

Clothing must be neat and clean.

No smoking on the job site.

No foul language on the job site.

No radios or music on at the job site.

SVAREVERA VA VR VY

No alcohol or drugs at the job site.

Question #9:
Do they offer the “One Call Warranty” ?

If you have a problem, and sometimes that happens, nobody likes the corporate runaround. Most

window companies will refer their customers to the manufacturer at the first sign of a problem; then
the manufacturer sends you back to the installation company. Have you ever had a computer
problem where the software company points the figure at the hardware company and vice versa?

Don't you hate that? We all do.

Any reputable company will be able to handle all warranty issues. Unfortunately, most companies in
this industry leave their customers with only the manufacturer’'s warranty, and nothing more. Make
sure they will match the manufacturer’'s product warranty with an equal labor warranty. Otherwise
you're going to get the corporate runaround. They should provide a letter from each of the
manufacturers they are authorized dealers for, that explains they are also authorized to handle

warranty problems. If they don't offer the “One Call Warranty”, don’t use them.
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Question #10
Why isINSULATION an important part of the“ Thermal Envelope” ?

Insulation is one of the smartest investments you can make in your home because it provides year-

round comfort and savings in three important ways:

Lower energy bills: Insulation keeps your home warmer in the winter, which lowers your heating
costs. In the summer insulation keeps your home cooler, which eases the load on your air

conditioner.

Quieter, more comfortable living: Insulation can actually absorb sound, reducing the unwanted
noise from appliances, audio equipment, conversation and other sources of sound that are
transmitted through your walls and floors. Insulation also keeps your family more comfortable by

making it easier for your furnace or air conditioner to maintain a constant temperature.

Healthier home, healthier environment: JM fiber glass insulation in particular promotes better
air quality and a healthier environment for you and your family because it's Formaldehyde-free™.
Insulation retards the growth of potentially hazardous mold and mildew in your walls and ceilings

that can result from trapped moisture.

By installing Formaldehyde-free™ home insulation, and new energy efficient replacement windows

and doors you have placed a |Therma| Envelope| around your home that will keep you comfortable

year ‘round and keep your energy bills down.

Bonus I nformation

Congratulations on calling to get this free report, and reading this far. Hopefully, this information has
helped you. It's very likely that you want new windows for many of the reasons we've discussed
here: To keep the temperature in your home more comfortable, lower your energy bills, enhance the
beauty of your home, get better functionality, ease of cleaning and durability, etc. But anytime
you're considering a home improvement, it's imperative you consider the cost versus the value.
Often there are utility company rebates which you can access that are associated with energy saving
home improvements, and you should look into that opportunity. The rebates vary based on the time
of year and how much you are doing, but let’'s put that aside for a minute. According to Sempra
Energy, single pane windows can account for 33% of the total heat loss during the winter and as
much as 75% of the heat gain in the summer. In order to be able to state how much money you'll

save by having new double pane windows installed, the FTC (Federal Trade Commission) requires
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that any specific claims made for your home must be validated with a comprehensive “energy audit”
of your home to prove the savings. However, with that said, it's also true that the manufacturers of
the “Low E” glass used by the top window makers have proven conclusively with laboratory tests that
“Low E” glass reduces heat pass-through by up to 80%. If your new windows use Low E glass, and

if (and ONLY if) they are properly insulated, that would seem to indicate you could anticipate a

considerable savings on your energy bill. Quantifying that savings is not possible because of the FTC

rule, but you can intuitively reason that it will happen.

That's one financial aspect of getting your windows replaced. However, there is another aspect that
is just as important. Realtor Magazine.com revealed results of a national study of 2005 Cost vs.
Value Report that was published 12/1/2005. Results of the study are shown below. They
demonstrate the return on investment you can receive from getting your windows replaced, as
measured by the increased resale value of your home. You can also get this information by clicking

here and scrolling down to Replacement Windows.

WINDOW REPLACEMENT

Window Replacement

Project Description: Replace 10 existing 3-by-5-foot double-hung windows with wood replacement windows, double-
glazed and exterior clad in vinyl or aluminum. Wrap existing exterior trim as required to match. Don't disturb existing
interior trim.

WINDOW REPLACEMENT

Job Resale Cost
Cost Value Recouped

National Average: $9,684 $8,681 89.6%

East Average: $9,831 $8,887 90.4%

Midwest Average: $10,139 $8,484 83.7%

South Average: $8,973 $7,506 83.7%

West Average: $10,007 $10,282 102.7%

Based on this information, the evidence seems to be pretty strong that replacing your windows would
be an extremely positive decision for you to make, that could even make you money, or at least fully
pay for your enjoyment of this great improvement in your lifestyle. Just make sure you use this

Window Buyvers Guide and Checklist as well as the Window Company Score Sheet on the

following page to select the right contractor for the job. For further assistance, please see
the information on page 10. WISHING YOU THE BEST OF LUCK!
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Window Company Scor e Sheet

Contractor A Contractor B Contractor C Progressive
Comparison Criteria Insulation and
Windows
Question 1 Yes
C-17 (Window) License, + 5 Points +5
Question 1 N/A
B (General) License, O Points
Question 1 N/A
No License at al, -10 Points
Question 2 AAA
AAA rated by the BBB, + 5 points +5
AA rated by the BBB, +2 points
A rated by the BBB, 0 Points
Below A rated, -5 Points
Question 3 Yes
C-2 (Insulation) License, + 5 Points +5
Question 4 Written
Detailed written estimate, detailed
+ 5 Points estimate
No written estimate or on the back +5
of business card, -5 Points
Question 5 All W-2
All W-2 Employees, +5 Points Employees
Uses Sub-Contractors, 0 Points +5
Question 6 Yes
Supplied 100 References +5
(without having to
ask for them), + 5 Points
Question 7 4 Series
5 Series or lower, + 5 Points License
+5
Question 8 Yes
Consistent installation process +5
(explained), + 5 Points
Question 9 Yes
Offers “One Call Warranty” +5
+5 Points
Question 10 Yes
Recommends Insulation to complete +5
the Thermal Envelope, +5 Points
Total Points + 50

Final Exam:

50 Points = Best Choice
41-45 Points = Average in industry

30-40 Points = Below Average - Use ONLY if lowest price isthe main criteria for you

Under 30 Points = Get complaint formsready (Y ou’ll need them)

Note:  When used correctly, thistool will keep you from making a mistake you will regret for as long asyou arein your home.
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