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The following is suagested as a basic format for handling inquiries from customers
concerning the new OSHA regulztions.

I. Set the mosod.

Controlling the conversation is paramount. Assure the customer that the new law

is reasonable and within the limiTs of practicality. Cite the efforts by our own
plent and that we have experienced no health problens with our smployees. The

first psragrash of Bill Jchnson's letter fto the Office of Safety and Health Standards
6/9/72 summarize our position and attitude. |1t also seems to have a soothing effect
on the emotions!ly irate. Point cut the vast numbers of customers successfully using
asbestos without probiem.

| f the customer is persistent and threatens to eliminate asbestos - a certain amount
of aggressiveness may be effective., VWords and catch pnrases such as "premature",
“irrational™ or "avoiding the inevitable'" will sometimes turn the table.

The main objective is to keep the customer on the defensive, make him justify his
positicn. Most customers who call are on the offensive, often prepared with "loadeg"
questions and expecting an argument. Change the mcod before discussing anything
pertirent about the new regulations. Alfernating teiwesen an aggressive and sub-
missive attitude is confusing and allows you fo bide your time. Refuse to argue,

be htmple and when they ere sufficientiy calm, sometimes even embarrassed, mehe your
point forcefully. Don't cover tco much ground in one confrontation. Even rabies
shois are spaced at roderate intervals.

1. Pertinent points of issus.

(1) Refer to +he new OSHA Regulations Section 1910 and suggest the customer
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himself with it. Quote - "It clarifies much of the issue and puts things in their
proper perscective”,

(2) Cite ths nsed for an initial survey and recommend it be conducted for +their
edification and compliance of the law.

(3) It is ctvicus by the tone of new legisiation and regulations that initial
survey and psricdic monitoring are the way of the future for most raw materizlis,
probably all _itiravely, especially silica, efc.

(4) Silica is due for review by the OSHA as a Target Hazard in September 1972.
The TLV for rzspirable nuisance cust is |15 MPFCF and 50 MPPCF for total dust. Silica
TLV is 20 i/FFCF.

mination is required if any asbestos dust is generated. Medical
he policy of conscientious companies. Again this will probably
virement in The not too distant future.

(5) Medical sx
examinations zre ¥
become a basic reg
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