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GOING THE EXTRA MILE IN
PARKING GARAGE RESTORATION

make a client totally satisfied: like

finishing on time each night, going
all out to address the customers’
concerns, and maintaining constant
communication with tenants. Other
times, its the little things: an attention
to detail, careful cleanup at the end of
the day, and taking measures to control
dust. On a recent parking garage
restoration for Guardian Realty,
Valcourt earned the client’s high praise
for doing all of these things well.

Sometimes it’s the big things that

Daryl Manning, Guardian Real Estate’s
Property Manager, was impressed with
our performance. “Communication was
very good, as was the quality of work,”
he said. “Overall, | was very pleased
with the service Valcourt gave me.”
Daryl went on to say how the Valcourt
team was quite efficient. “They were
working 3rd shift, and they finished in
a timely manner each night. Plus their

products and supplies were neatly put
away so as not to interfere with our
tenants the next morning,” he said.

“Communication is a big deal,” said
Bob Penick, a sales executive in our
Waterproofing Division. “You've got to
keep everyone in the loop because
everything we do affects the tenants.
Like whether or not they can park in
their own space tomorrow!” Valcourt
gave daily updates to the building
engineer so that he, in turn, could tell
tenants what to expect. Bob added,
“We tell them exactly what’s going on to
the best of our knowledge every day.”

The garage itself was built in the
19805, and is average in size. The
restoration entailed the repair of
approximately 4,000 square feet of
deteriorated concrete and the
replacement of over 1,000 lineal feet of
caulking, which is to be expected over
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time. Troy Myrick, superintendent in
Valcourt’s Waterproofing Division
explained: “In the winter, you've got
salt encased in slush coming into the
garage from cars. When the slush
melts, the road salt slowly penetrates
into the concrete until it reaches the
reinforcing steel. Over time, this
eventually leads to corrosion of the
steel and the resulting concrete decay.
CONTINUED ON PAGE 2
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Chairman’s
View

As | sit back and think
about the tough economy
o last year, | feel fortunate.
Our company performed well. We increased our
revenue 16% over 2002, gained market share,
and found some great new people to join
Valcourt. In turn, these people, along with the
excellent team already in place, have helped us
serve our clients better. After all, customers
expect the same level of service regardless of the
economic times. So to all of our employees...
thank you. I’'m most proud of the team we’ve
built over the past 18 years. I've always believed
the key to success is to recruit, develop and retain
the best people. We’ve been able to do that by
creating a healthy environment and providing
ongoing, extensive training.

As 2004 unfolds, we have plenty to look
forward to. In general, the real estate industry
will improve. One of our big, burgeoning markets
is healthcare and retirement communities.
Another segment, the hospitality industry, is
growing again after a tough 2+ years. And while
the office buildings market may continue to be
somewhat soft, our branches continue to see
solid growth. | feel this trend will continue
because of our commitment to safety, training
and compliance.

So altogether, Valcourt’s growth should be

strong in 2004. But let me point out that I'm

not advocating growth for the growth’s sake.

My goal this year for Valcourt is to continue
smart and sustainable growth. By that | mean --
let’s secure new clients who care about their
buildings, clients who understand that our service
is an investment in their property. Those are the
customers we treasure and hope to keep as
friends and partners for a long time.
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PARKING GARAGE RESTORATION — CONTINUED FROM PAGE 1

As our team worked, they had to restore any area they
discovered to be compromised. The job required
extensive demolition of the deteriorated concrete and
replacement with ready-mixed concrete and
prepackaged repair mortars. Naturally, a lot of dust

was created. Troy admitted, “It’s a dirty job...there's
dust everywhere. But we took steps to minimize :
it the best we could.” He explained how Valcourt
installed the best ventilation system, wet down the
work areas first, and did a thorough cleanup at the end of each
shift. “The ventilation system was very efficient. It created a
negative pressure atmosphere in the garage to minimize dust,”
Troy said. “Obviously all of the dust couldn't be eliminated, but
our proactive preparation made a big difference.”

—

“THEY WORKED HARD TO ADDRESS MY QUESTIONS
AND CONCERNS. | GIVE THEM HIGH MARKS.”

—DARYL MANNING, GUARDIAN REALTY

Smart preparation is a key for these projects. Bob explained,
“For example, it's important to keep an electrician on standby,
just in case an embedded utility line is accidentally cut. That’s

a possibility, as wiring plans don't always exist.” Troy added,

“In a nutshell, we have to go out of our way and do all the little
things. Everybody’s out there competing for work—and the
guys that don't give extra effort don't last long in this business.”

Along with going the extra mile,
garage repair expertise
helped us do a superior job
for Guardian. Valcourt
essentially managed the
entire project, from
bringing in a structural
engineer for shoring and
concrete repair details, to scheduling
and supervision of our own repair
mechanics. In the end, finishing on time
and on budget is what matters most—and
Valcourt delivered. Daryl added, “They
finished the job a little ahead of schedule
I'm happy to say. And the pricing was
very competitive and fair.” So, does
Valcourt figure into Guardian’s future
plans? Daryl concluded, “I would
definitely consider Valcourt again
for the next project.”

PEACE OF MIND



VALCOURT IS MAKING
SAFETY CRYSTAL-CLEAR

Valcourt has raised the bar again in window cleaning safety

New Jersey and Philadelphia team through the

International Window Cleaning Association (IWCA). The
purpose of this intensive full-day workshop was to reinforce the
best safety practices and stress the importance of preparation.
Held in Elizabeth, New Jersey, last November, the course was
conducted by Stefan Bright, Safety Director of the IWCA.
This has proven to be a great addition to our already strong
safety program. In the workshop, our window cleaners and
managers learned all the latest developments and safety stan-
dards. They brushed up on fall protection, job-site planning,
plus the best techniques for handling bosun chairs and scaf-
folds, extension poles and lifts, and even ladders. All attendees
were issued a safety manual and a “certificate of completion” to
verify a successful learning experience.

R ecently, we made an investment in extra training for our

LEFT TO RIGHT: JOHN MORENO, JOSE LOPEZ, EDGAR MARTINEZ, ALBERT BARRETO.

Advancing safety is nothing new to Valcourt. Throughout the
year, we conduct monthly safety courses on a variety of topics.
Our classes include video demonstrations along with written
exams to make sure all the material is perfectly understood. In
addition, our supervisors conduct on-site safety inspections of
the equipment and the job environment—to be certain our
team is following the best practices available. Our standards
also include a zero tolerance drug-testing program as an extra
measure of protection.

Rest assured our window cleaners are following strict daily
standards to protect not only themselves—but also to safeguard
your customer’s property and tenants. Such precautions require
countless hours and plenty of hard work. We'd like to congratu-
late our management and personnel for their dedication to our
safety program. Their ongoing efforts have given us all peace of
mind and reassurance that Valcourt is a shining example for the
industry.

PRIDE e SAVINGS e PEACE OF MIND
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New Team Members

RICK VASSAR
Corporate Risk Manager

Rick coordinates all corporate
activities in the area of risk
management, insurance, and safety
of our employees, customers and the
public. Rick has more than 22 years of managerial,
administrative, and sales experience. Prior to joining
Valcourt in May 2003, he was Director of Risk
Management for Welcome Corporation. While there, he
established a highly successful self-insured auto
liability program adopted by many competitors. Rick
lives in Sterling, VA, with his wife Carol and two
daughters. The Vassars are avid runners and active in
their church and community.

RAY FAHMY

General Manager —
New Jersey Window Cleaning Division

Valcourt welcomed Ray in
December as the head of our New
‘ ‘ Jersey Window Cleaning Division.
Ray’s career includes Director of
Consulting Engagements for a firm serving the
chemical industry, where he managed over $7 million
in consulting assignments. Early in his career, Ray
held sales and marketing positions at a global
metal pretreatment and finishing firm, then became
Business Manager for a $10 million division of the
company. A graduate of Rutgers University, he

resides in Northern New Jersey with his wife and
two children.

JACQUELINE SPITZER
Corporate Payroll & HR

Jackie joined Valcourt last March

as the payroll and HR expert for the
entire company. She has expanded
her role to include Valcourt’s random
drug testing program and the administration of the
125-cafeteria plan. Jackie brings more than 15 years of
payroll and HR management experience to the
company. Previously, she was the Payroll Manager at
the nonprofit International Research & Exchanges
Board. Jackie lives with her husband in Manassas, VA.
She enjoys cooking and is a devoted fan of NASCAR.



BRANCHES SHARE IN OUR FUTURE

iscovering new ways to serve our clients is a never providing proactive, exemplary customer satisfaction is

ending quest at Valcourt. So in early January, essential for business success. “We only look for vendor

32 employees from our window Cleaning branches and partners with SkiIIEd, prOfeSSional staff who prOVide Supel’iOI’
our corporate office met for a two-day retreat at the Hotel service,” he stated. His words give us even more motivation
duPont in Wilmington, DE. Employees who attended repre-  t0 continue to set the highest standards in customer service.
sented our Operations, Administration, and Sales functions —  Altogether, we accomplished much in two days, and spend-
as well as General Managers. ing time with fellow employees was a great benefit. We're

now able to put into place our annual plan with well-defined
goals, budgets and missions for this year.
= “Cross-pollinating” our top managers to other branches. Clearly, the future is looking bright for
This would entail top managers visiting other locations to everyone associated with Valcourt.
share their own success strategies and ideas.

» Creating a CRM (Customer Relationship Management)
Program, which involves developing a sophisticated cus-
tomer and job database.

 Elevating safety standards at each property to safeguard
our customers’ properties by continuing to help each
client meet the ANSI 1-14 standard.

One of Valcourt’s highly valued clients, Paul Davis
of CarrAmerica, provided attendees with a real
estate “state of the union.” Paul stressed that

Some of the ideas discussed included:
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Let Valcourt’s specialists custom tailor a program
to meet your building’s exterior maintenance needs. FINAL proof 3/8/04




