Contractor
Standards Guide
Code of Ethics & Competency
Learn How to Choose the Right Contractor...THE FIRST TIME.
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“It’s shocking
and embarrassing that
contractors are
America’s #1 most
complained about industry.”
—Shawn Clemens
President of Clemens Home Solutions

So, You’re Thinking About Replacing
Your Windows, Roof or Siding?
Congratulations! When done properly, replacing your windows, roof or siding can make your home more enjoyable and prove to be a valuable
investment. Unfortunately, we’ve all heard horror stories about home remodeling projects gone bad. Problems with longer-than-expected
installation, final bills that come in higher than the quote, and shoddy workmanship, sadly, are commonplace. It was shocking and embarrassing to
find out that, according to Better Business Bureau statistics, home improvement contractors are in the top 1% most complained about
industries--right up there with auto repair and airlines.
We’ve always done a good job and treated our customers right--and we’ve been able to build a reputable business because of it. However, over
the years, I’ve noticed that some consumers will choose less-than-reputable companies to do jobs for them...usually because they are quoted less
money. Don’t get me wrong: I’m all for good, honest competition, but it pains me to see good folks risk their hard-earned money with contractors
who don’t have their best interests at heart. You deserve a great value for your money--which includes an honest contractor who uses high quality
products and stands behind their work in both word and deed.

Industry Standards Weren’t Tough Enough
I wanted to find a way to educate consumers about how to choose a good, honest home improvement contractor. The industry standards simply
weren’t tough enough--just about anybody with a hammer and a pickup truck can be a contractor. That’s why we live and work by a set of
standards called the Code of Ethics & Competency for Remodeling Contractors. The Code calls for contractors to uphold a high set of standards
that will allow you to judge BEFORE-hand whether or not a contractor is likely to do the job right. This guide specifies those standards.
Before you hire any company to work in or around your home, make sure you consult this guide and INSIST that the company comply with EVERY
SINGLE STANDARD in this book. If you do, chances are excellent you’ll get exactly what you want out of your project.
Sincerely,

Shawn Clemens
President of Clemens Home Solutions
(765) 741-8214

Questions? Need More Information? | 765 - 741 - 8214 | clemenshomesolutions.com

3

STABILITY

You need to make sure that any contractor you do business with has proven themselves in the past, and will be there if you need them in the
future. Don’t just ASK the contractor if they are stable; look for tangible proof of longevity and financial stability by asking for the items listed on
the next few pages.

What To Look For: Photos of Showroom and Staff
Why It’s Important: Believe it or not, many contractors use a pickup truck for an office and showroom. Make sure that any contractor you’re
dealing with is substantial enough to have a real office with all the normal business functions--accounting, production, sales, etc. If a contractor
does not have an office, that should tell you something. Don’t fall for the “we just use our trucks as offices” line.
The Clemens Standard: Since we are committed to the East Central Indiana area, we have the office and infrastructure to support our business.
Our facility at 2222 S. Madison in Muncie houses our sales, accounting and operations offices, as well as a large training facility where all of our
installers receive on-going training and certification on all of our installation guidelines and expectations.
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What To Look For: Bank Letter
Why It’s Important: Good standing with a bank is crucial for any business, but gaining the confidence and security of its financial managers allows a
company not only to sustain itself and endure even in rough economic times, but to innovate and grow to meet and service customer demands.
The Clemens Standard: We are in good standing with our bank, Prime Trust.

What To Look For: Supplier Letter
Why It’s Important: This is written confirmation of the company’s dealings with a supplier of a product they install stating that they are in good
standing as a vendor and pay their bills promptly. These letters are easy for your contractor to obtain from suppliers -- if a contractor says they are
difficult to obtain, then there might be something they’re trying to hide.
The Clemens Standard: We pay our bills and make our payments to our suppliers. In fact, one way we lower our prices to our customers is by
taking advantage of payment discounts for prompt/early payments.
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What To Look For: Business License
Why It’s Important: Make sure they have been operation under the same name for a minimum of 5 years. Many contractors open and close their
doors multiple times to avoid past customer complaints. (Naturally, some businesses will be legitimately new – if so, get a 10-year work history of
the owner and ASK questions!)
The Clemens Standard: We’ve been licensed under the same name since 1998 – over 20 years! And you can count on us to be there for the next
20….And the 20 years after that!

$2,000,000
in liability coverage

What To Look For: Insurance
Why It’s Important: You need to know if your contractor carries
general liability insurance for both commercial and residential
projects. A sizable contractor will carry no less than $500,000….
and usually around $1,000,000 of coverage. If your contractor’s
insurance policy can’t cover potential damages, then the
contractor would be personally liable. If he cannot cover the
damages himself, you will have no legal recourse and will end
up paying for any possible damages or injuries yourself.
Many contractors are not financially stable…and don’t carry
proper insurance coverage to protect you against losses.
Additionally, contractors who fail to provide workers
compensation benefits risk severe governmental penalties
and potentially company-ending lawsuits should an employee
become injured. Good standing with a bank is crucial for any
business, but gaining the confidence and security of its
financial managers allows a company not only to sustain itself
and endure even in rough economic times, but to innovate and
grow to meet and service customer demands.
The Clemens Standard: Clemens carries $2,000,000 of general
liability coverage and here’s the certificate to prove it! Do NOT
deal with a contractor without sizable coverage, or you may foot
the bill for the mistake.
Contractor Standards Guide | Compliments of Clemens Home Solutions
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What To Look For: Debt Status of Company
Why It’s Important: Companies that are in debt have to make extra money each month to pay their debt on top of what they need to run the
company. You should avoid companies that have debt loads that are in excess of 10% of company revenues, and if possible, work with companies
that have no debt at all. Lack of debt shows that the company knows how to run a profitable business and dramatically lowers the risk of a problem.
The Clemens Standard: Clemens has only nominal, current payables to vendors and operates free from any kind of long-term debt including credit
cards, private equity, etc.

CLEMEN
S
HOME
SOLUTIO
NS
is a
100% deb
t-f ree
company
.
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REPUTATION

You can tell a great deal about a contracator based on what others are saying about them -- particularly their customers. The old advice of “ask for
3 references: is just too easy to fake. You’ll need to get a little tougher with your contractor to protect yourself. Insist that any contractor you’re
considering can produce the things listed on the next few pages to PROVE their reputation is rock solid.

WHAT TO LOOK FOR: Online Reviews
Why It’s Important: All reputable contractors can provide a list of references that include information about their past customers. You should be
able to find current online reviews for a reputable contractor. A company with very few (or no) reviews should be a huge red flag.
The Clemens Standard: You can easily view over 500 5-star reviews by accessing Google, Facebook, Angi, Home Advisor and our website.
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What To Look For: Certifications
Why It’s Important: Any reputable company will do their due diligence to follow manufacterer’s guidelines and recommendations. They will also
commit to being certified with the companies that manufacture their products.
The Clemens Standard: Clemens follows installation guidelines and is certified at the highest level with the companies that manufacture your
products.
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What To Look For: Direct Access to the Company Owner
Why It’s Important: In the event of a problem, you want to know that you can go all the way to the top to have your problem addressed, if
necessary. Make sure the company you deal with makes the final decision-maker available via cell phone at any time of the day.
“Feedback” mechanisms such as online forms or voice mails are not acceptable; look for a company that makes getting in touch with the owner
direct and easy.
The Clemens Standard: Shawn Clemens started Clemens Seamless Guttering in 1998 and still owns 100% of the company. Even though the
company now installs over 800 projects a year, Shawn can still be reached at any time by any customer calling his personal cell number listed on this
page.

GUTTERING • ROOFING • WINDOWS
DOORS • SIDING • LEAF-X

Shawn Clemens, President

Cell: (765) 730-1918
Email: PresidentFeedback@clemenshomesolutions.com

Questions? Need More Information? | (765) 741 - 8214 | clemenshomesolutions.com
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PROFESSIONALISM
A good contractor doesn’t just do good work. They also understand that when dealing with customers, it’s oftentimes the little things that make a
big difference. You should find a contractor that shows you respect by the way they treat you, they way they look, the way they treat your property
and how they pay attention to details. Check any contractor you’re considering against these standards of professionalism found on the next few
pages.

WHAT TO LOOK FOR: Multiple Product Options
Why It’s Important: Many companies take a “one size fits all” approach to the products they sell, which severely limits consumer choice. This is
typically done because they find it too hard to manage inventory, they find it too hard to train salespeople to know or explain the differences and
they find it too hard to find installers who can handle different products. Any reputable remodeling contractor will give you multiple options within
a given product category to account for consumers’ differing needs in terms of product quality, durability, price points and product features. A “one
product, take it or leave it” approach should be a red flag.
The Clemens Standard: Clemens always gives you many options to choose from to fit your budget and quality needs. All of our products are clearly
presented so you can see exactly what our products include and exactly what the prices are...no funny business, no guessing, no problems.
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What To Look For: Detailed Bid Specifications and Price Integrity
Why It’s Important: Most contractors provide no written bid or a basic receipt of invoice. The minimum you should accept is a bid which details the
type and amount of materials to be used. Even better than that, is a detailed bid which lists measurements, estimates the time to be spent on the
job, and details the type of materials to be used. Always make sure the bid has the contractor’s signature on it. In competitive bidding situations,
make sure that bids are “apples to apples,” especially in the case where one bid is significantly less than others – not a good sign.
The Clemens Standard: Clemens uses the very latest technology to eliminate pricing mysteries and games. It also allows you to see the exact scope
of work to be done so there is never any question and there is never any dispute.

Questions? Need More Information? | (765) 741 - 8214 | clemenshomesolutions.com
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What To Look For: No Tricks, No Pressure Sales Agreement
Why It’s Important: Many unethical contractors will resort to high-pressure sales tactics to get you to buy before you’ve had an opportunity to do
proper due diligence on them. If you know nothing about the contractor prior to the sales call (from literature, references, online information), and
they give you a low-ball price, “but only if you buy right this minute,” you should be wary. Any time you feel uncomfortable or unduly pressured in
a sales environment, you should ask the contractor to “back off.” Reputable companies will have a no-tricks, no-pressure sales pledge signed by the
owner, sales manager, and each sales associate.
The Clemens Standard: All Clemens Project Consultants sign a “Zero Sales Pressure Agreement” that is also signed by our sales manager to pledge
that they will handle sales situations in a respectful way. Ask our project consultants to see a copy of his signed agreement when he comes into
your home.

Project Consultant “Customer Respect, No Pressure” Agreement
As a Project Consultant for Clemens, you must agree to abide by the principles and precepts of our Core
Values. Any violation of these principles will be grounds for written warning; multiple violations will be
grounds for termination.
I,
agree to abide by these guidelines when working with prospective or
current customers for Clemens Home Solutions.
1. I will not smoke inside the customer’s house.
2. I will not use foul language on the jobsite.
3. I will respect the customer’s time by being punctual.
4. In the event I cannot be on time, I will call to alert the customer and reschedule if necessary.
5. I will keep my clothing neat and clean.
6. I will respect the customer’s telephones, bathrooms, parking spaces, etc.
7. I will earnestly strive to find the best solution for each customer’s needs.
8. I will not utilize high-pressure techniques to force customers to comply with my requests.
9. I will give all my customers a fair price and a fair opportunity to consider their options.
10. I will educate my customers on all sides of the purchase decision being made.
11. I will give my customers the opportunity to express any concerns they have and work to resolve them.
12. If the customer is not ready to move forward, I will respect their decision.
_______________________________________________ _______________________________
(Project Consultants Signature)
(Date)
_______________________________________________ _______________________________
(Sales Manager Signature)
(Date)
_______________________________________________ _______________________________
Company Owner Signature)
(Date)

2222 S. Madison / Muncie, IN 47302 / (765)741-8214 / service@clemenshomesolutions.com
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What To Look For: Worker Conduct Agreement
Why It’s Important: This agreement, signed by all employees, is a contract prohibiting the use of alcohol, drugs, foul language, misconduct, or other
bad behavior on a jobsite. It also gives appearance standards. Keep in mind that not everything is perfect, but this agreement will greatly reduce the
likelihood of problems.
The Clemens Standard: All Clemens employees sign a Code of Conduct agreement that is also signed by their manager to pledge that they will
conduct themselves in a respectful and courteous manner.

Code of Conduct + Core Values
Pride
●

We are proud of who we are; we take pride in what we do.

●

We constantly seek new opportunities to learn, to improve, to teach and to add value.

Relationship
●

We practice the principle of the Golden Rule.

●

We respect the rights and personal property of others.

●

We partner with clients and other employees to achieve a common goal.

Integrity
●

We are trustworthy and dependable.

●

We are non-deceptive in communication and conduct.

●

Our word is our bond. We do what we say.

●

We do the right thing when no one is watching.

Diligence
●

We have a persevering determination to complete the job entrusted to us.

●

We have a commitment to perpetual quality improvement--we go the extra distance to exceed
expectations.

Excellence
●

We give our best to every task and job.

●

We give full attention to details to ensure high quality projects and customer service.

●

We are all responsible for building and protecting our reputation as the contractor of choice.

Our Commitment
In support of our core values, each employee, officer and director of Clemens Home Solutions, and
each agent, consultant and contract worker engaged by Clemens Home Solutions commits to abide by
this Code of Conduct. Each of those persons also commits to abide by all the policies referenced in
this code, individual positions and in the handbooks that are relevant to that person. Violations will be
the cause for corrective action, which may result in disciplinary action up to and including termination
of employment or services contract.
Our Work Environment
We will provide a positive and ethical work environment that supports doing what is right, respecting
others and performing with high standards. We must be careful in our words and our conduct to avoid
placing pressure on others that could cause them to deviate from acceptable ethical behavior. While all
of us must contribute to the creation and maintenance of such an environment, our executives and
management personnel assume special responsibility for fostering a positive and ethical work
environment. We will provide a workplace where everyone feels respected, satisfied and appreciated.

Contractor Standards Guide | Compliments of Clemens Home Solutions
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What To Look For: Background Check and Drug Testing
Why It’s Important: Feeling comfortable with the people who are working on your home is important. Besides appearance and conduct standards,
you should insist that employees of the company you are doing business with have a formal drug and alcohol policy, including a background check
procedure. Any company that cannot supply these easy-to-obtain documents is either too careless to check or trying to conceal facts that would
make them look bad.
The Clemens Standard: Every Clemens employee is subject to a background check and drug testing upon hiring and is subject to random drug
testing after that.

Acknowledgment of Receipt and Agreement to
Clemens Home Solutions Drug Free Workplace Policy
I hereby acknowledge receipt of Clemens Home Solutions Drug-Free Workplace Policy regarding
drugs and alcohol. I have read and understand the policy. I understand that refusal to submit to any
drug test required by this policy or a positive test result is grounds for disciplinary action up to and
including termination. Furthermore, I authorize the release of the test results to my employer; and
on post-accident tests, the Company’s worker’s compensation carrier, and understand that refusal to
release these results is grounds for disciplinary action up to and including termination.
I understand that if I test positive for drugs or refuse to submit to any drug test required by this policy,
I may be ineligible for worker’s compensation and/or unemployment benefits.
I recognize that the Company’s policy on drugs and alcohol does not constitute an expressed or implied
contract of employment.
__________________________________________________________________
PRINTED NAME

__________________________________________________________________________
SOCIAL SECURITY NUMBER

__________________________________________________________________________
EMPLOYEE SIGNATURE

__________________________________________________________________________
DATE

__________________________________________________________________________
WITNESS SIGNATURE

__________________________________________________________________________
DATE
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What To Look For: On-Time Finish Guarantee
Why It’s Important: Everyone has heard the horror story of remodeling jobs that dragged on for weeks (or even months!) past the originally
promised finish date. This is generally when a contractor is, a) overbooked and is pushing your job to low priority, b) financially unable to purchase
materials for your job and is waiting for payments from other customers to pay for yours, or c) simply disorganized and/or lazy. Regardless, you lose.
A reputable contractor won’t just promise a finish date, they’ll guarantee it in writing.
The Clemens Standard: Clemens finishes its jobs on-time! With very few exceptions, we keep our word when it comes to a completion date. It’s
typically weather-related issues that slow us down, but we will keep you informed every step of the way.

Contractor Standards Guide | Compliments of Clemens Home Solutions
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What To Look For: Project Photos
Why It’s Important: A contractor who serves his customer well should be proud to present pictures of the work they’ve done. Ask to see samples
of jobs they’ve done--for inspiration for your own project and to gauge the quality of the work they’ve done in the past. If no photos can be
produced, that should be a major warning sign.
The Clemens Standard: Here are a few photos of the thousands of jobs we’ve done over the past 20 years.
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Frequently
Asked
Questions
Q: Are you saying that you are the only company in the area
that can uphold these standards?
A: Most companies cannot uphold them, but there are
several good, honest contractors to be found. Just be sure
to take the time and use this guide to make sure before you
hire anyone.
Q: Can a contractor just “fake” these standards?
A: Not Likely. Most shady contractors that don’t put any effort into making their businesses good, also won’t put effort
into faking these standards. It’s a lot easier for them to just
move on to their next unsuspecting victim.
Q: What if a contractor says they can do all these things, but
can’t show the proof?
A: Don’t settle for lip service. Demand to see the documentation for every single standard on the checklist at the end
of this guide.

Q: Are there any other things I should look for
or watch out for that aren’t listed in the pages of
this guide?
A: Look for some of these telltale signs of
contractors who shouldn’t be trusted:
• Main phone numbers that ring to cell phones
or are never answered by receptionists
• Trucks without signage on them
• No business cards
• No company logo on work clothes/uniform
• Few references available
• Unresolved BBB complaints
• Prices that are unusually low compared to
other bids
• No website or very poor website
• Unwillingness to give any information
An Ounce of Prevention...
It’s been said that an ounce of prevention is
worth a pound of cure. When the stakes are
high -- your home and your wallet -- that saying
is even more true. We hope that by reading this
guide you feel more prepared to evaluate home
improvement contractors and make the best
decision for your family.

Questions? Need More Information? | 1-765-741-8214 | ClemensHomeSolutions.com
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In Conclusion
When you’re hiring someone to do any type of work on
your home, remember it’s your money and your home.
Be sure you get everything in writing, ask all the
questions on your mind and clearly understand the
answers you receive.
Besides what we’ve mentioned here, there are several
other ways to gather information on a company before
giving anyone a dime. Check with consumer-to-consumer
groups like the Better Business Bureau, Google Reviews
or other online review websites.
If all this makes sense, and you are curious about our
approach to home improvement, please give us a call.
We’ll be happy to answer all your questions for free.
As part of our commitment to our previous and potential
new customers, at your request, we will set up a time to
come to your home to answer your questions and
concerns.

Remember that when Clemens visits your home, we are not
going to use high-pressure sales tactics. It is simply a chance
for you to meet us and see if our services can benefit you.
If, after our meeting, you believe there is no benefit to be
derived from working with us, we simply leave and that is
that. If, however, you do find that you would like our help,
we will discuss how we proceed from there.
I can’t think of a better way to work with you.
If you think our approach is fair and honest, please
consider Clemens for your construction needs.
Best of luck with your remodeling plans!
Sincerely,

Shawn Clemens

President of Clemens Home Solutions
765.741.8214

Hopefully, we can show you, as we have thousands of
others, how to make your home absolutely gorgeous -something to be really proud of!
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Contractor
Checklist
For your convenience, we’ve included a checklist of all the
questions you’ll want to ask before hiring any contractor.

What To Look For

Clemens

Staff/Showroom



Bank Letter and Supplier Letter



Business License



Insurance



Debt Status of Company



Positive Online Reviews



Customer References



Certifications



Direct Access to the Company Owner



Multiple Product Options



Detailed Bid Specs and Pricing



No Tricks, No Pressure Sales Agreement



Worker Conduct Agreement



Background Checks and Drug Testing



On-Time Finish Guarantee



Certified Installers



Worry Free and Money Back Guarantee



Project Photos for Ideas and Inspiration



Contractor A

Questions? Need More Information? | 1-765-741-8214 | ClemensHomeSolutions.com

Contractor B
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