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COURSE OBJECTIVE

• Part 1 → To teach how to write a Quality architectural
specification in both the context of teaching an architect, and in
the context of teaching a sales representative so he can consult
with the architect.
• Part 2 → To teach sales representatives: * how to target
projects and architectural firms; * how to approach architects,
designers, or owners to develop relationships and loyalty; * how
to get your products specified as a “bullet proof spec” to make it
resistant to value engineering and switching; * how to strategically
track and protect the specification to ensure you get the order.

INTRODUCTION

THE IMPORTANCE OF PRODUCT
SUITABILITY
• It is not only the architect’s responsibility to provide the design for a project, but it is their
responsibility to make sure that the products and installation methods that they specify are
suitable for the intended use.
• That means that the tile and stone installations are suitable for the type of use and the type of
climatic conditions that they will be subjected to. This type of information often isn’t readily
available to architects and others. Architects tend to rely on their material suppliers for their
information for better or for worst… So, a good tile and stone supplier can be a very important
consultant to the architect, which becomes a big opportunity to that supplier as they get the
opportunity to have their products specified and sold.
• Of course, it is critical that the material supplier is knowledgeable and provides the architect
with correct information. It becomes a liability if something goes wrong, and will not lead to
future business with that architect.

Review how to determine the suitability of a tile or
stone for an intended use

Review how to write architectural specifications in a
complete and clear manner to ensure a successful
installation

THE FIRST PART
OF THE COURSE

Review how to write the specification in a manner
that will help protect the specification from
substitutions

Review additional general information related to the
specification process so that you are informed
enough to write a quality tile and stone specification

THE SECOND
PART OF THE
COURSE

How architectural sales
representatives should
target key projects

How architectural sales
representatives should
target architectural and
design firms

The proper way to
approach architects,
designers or owners to
develop credibility,
relationships, and loyalty

How to get your products
specified as a “bullet proof
spec” to make it resistant to
value engineering
(substitutions)

How to strategically track
and protect the specification
to ensure you get the order

How to identify personality
types and utilizing effective
communication skills and
strategies to get specified
and to help ensure you get
the order

PART 1 LESSON 1

SELECTION
PROCESS AND
CONSIDERATIONS
• When specifying products, there are
different applications with different
requirements that you must consider.
• For instance the following applications
will have different requirements:
• Commercial
• Residential
• Hospitality
• Industrial

KEY DEFINITIONS TO KNOW

Commercial – A commercial project is a project
that is not residential, and that can be for public
use or for private company use, essentially
buildings that are used for commercial purposes,
and include office buildings, warehouses, and
retail buildings (e.g. convenience stores, 'big box'
stores, and shopping malls, institutions, restaurants,
hospitals, etc.).

Residential – A residential project is essentially the
building and selling of individual and multi-family
dwellings. The market fragments into single-unit,
manufactured, duplex, quad-plex, and apartments
and condominiums. Manufactured housing further
divides into mobile homes and pre-built houses.

Hospitality – Hospitality design is a project type
that not only offers some of today's most inspiring
design, but is a project type that reaches far
beyond its own parameters, influencing a variety of
other project types. Hospitality is the design of
service-oriented projects like hotels, bars,
restaurants, lounges, and spas.

Industrial – Industrial construction is a very
specialized, niche form of construction that
requires specific training, and expertise by all of the
contractors and engineers that work in the field.
Projects can include manufacturing plants, food
processing plants, breweries, and other
sophisticated projects that may require specialty
products.

• The following product types will be
referred to throughout the course. It is
important to have a basic
understanding of each of these in order
to consider any of them for
specification purposes.
• CERAMIC TILE
• PORCELAIN TILE
• GLASS TILE
• NATURAL STONE
• QUARTZ STONE
• PRE-CAST STONE
The course provides definition and
significance for each product category.
If you’re interested in learning more
about each of these respective
products consider taking both of the
introductory courses from UofCTS,
the basics of understanding ceramic
tile and the basics of understanding
natural stone.

VARIOUS TYPES OF PRODUCTS
TO CONSIDER

VARIOUS TYPES OF
APPLIC ATIONS TO CONSIDER
• The following application types will be referred to
throughout the course. It is important to have a basic
understanding of each of these in order to specify the
proper products in each application.
• Interior and Exterior Floors
• Interior and Exterior Walls

• Countertop Surfaces
• Showers and Steam Rooms
• Pools and Fountains

VARIOUS TYPES OF
INSTALLATION
PRODUCTS TO
CONSIDER
The following types of installation
products will be referred to
throughout the course. It is
important to have a basic
understanding of each of these in
order to specify the proper setting
materials and related products for
the intended tile and its use.
• SETTING MATERIALS
• MEMBRANES
• FLOOR HEATING SYSTEMS
• SOUND CONTROL SYSTEMS
• SEALERS & CLEANERS

CONDITIONS TO CONSIDER
WHEN SPECIFYING
• The following types of conditions will be referred to
throughout the course. It is important to be aware of
each of these in order to specify the proper products in
any application.
• SLIP RESISTANCE (light and heavy traffic)

• WET vs DRY
• CLIMATE
• TYPES OF TRAFFIC
• NOTE: It is important to match the right product for
the right condition. Always confirm suitability with
the manufacturer.

DETERMINING SUITABILITY FOR
THE INTENDED APPLIC ATION
• THINGS TO CONSIDER:
• There are several different types of suitability
considerations. It is important to utilize the following
resources:
• Product Manufacturer Recommendations: These can
typically be found on the manufacturer’s website and are critical to
ensure proper use and installation success.
• Limitations and Warranties: These can typically be found on
the manufacturer’s website. It is always best to go with single
source installation systems to ensure product compatibility and to
obtain extended labor and material warranties.
• Building code requirements: As required follow IBC, IRC, IPC,
ADA requirements, and any health and safety requirements. It is
always important to make sure you are following local building
codes.
• Quality Control and Quality Assurance Testing: Verify that
products will perform as intended, and verify installer installation
compliance.

INDUSTRY REFERENCE
MANUALS

The following standards references describe
the proper installation methods and products
for installing ceramic tile, stone tile, glass tile
and other types of tile:
ANSI (American National Standards Specifications for
the Installation of Ceramic Tile)
TCNA (Tile Council of North America)
NSI (Natural Stone Institute)
IBC (International Building Codes)
TTMAC (Terrazzo, Tile, and Marble Association of
Canada)

IMPORTANT: It is your responsibility as the
specifier to provide the proper documentations to
support and substantiate product suitability.
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TYPES OF ARCHITECTURAL
SPECIFICATIONS
• Descriptive which defines properties of materials and methods of installation.
• Performance which considers the required results, the criteria by which the performance
will be judged, and the method by which it can be verified. The contractor is then free to
choose materials and methods complying with the performance criteria.
• Referenced Standards which requires a product or process to be in accordance with a
particular standard.
• Proprietary which references specific brand names, model numbers and other
proprietary information.
You will learn which specification type is most appropriate for the respective application,
and that a combination of types might be appropriate.

DESCRIPTIVE
SPECIFICATION
• A Descriptive Specification provides a detailed description
of the required properties of a type of product, material, or
piece of equipment, and the workmanship required for its
proper installation without using proprietary or
manufacturer's names.There are five steps to preparing
descriptive specifications.
• (1) Research Suitable Products
• (2) Research Important Features Needed
• (3) Determine Features to Describe in Specification
• (4) Describe the Important Features
• (5) Specify Quality Assurance Measures

PERFORMANCE SPECIFICATIONS
• A Performance Specification specifies the required results, the criteria by
which the performance will be judged, and the method by which it can be
verified. The contractor is free to choose materials and methods complying
with the performance criteria. Performance specifications set forth the ends to
be achieved, not the means of achieving the desired result.
• Performance specifications are generally used to ensure that the products being
specified are high quality products that will provide a higher level of performance. The
bidder is given the choice of picking the manufacturer/supplier as long as they can
substantiate that the products will meet the respective performance criteria. This then
encourages competition that will lead to more competitive prices relative to the specified
level of performance.
• This type of specification method is also commonly used to supplement other
specification methods.

REFERENCED STANDARD
SPECIFIC ATION
• A Referenced Standard Specification requires
a product or process to be in accordance with
an established standard. Reference standards
specify standards such as ASTM, ANSI, TCNA,
Building Codes, and etc.. The reference
specification is requiring product manufacturers
and installers to meet the specified standards.

PROPRIETARY
SPECIFICATION
• A Proprietary Specification specifies actual
brand names, model numbers, and other
proprietary information. Meaning that no
substitutions are allowed.
• It is important to match the right product for the right
application. The only justification for limiting the specified
product to a specific product manufacturer is that there is
no other known product of equivalence. If there are
other known equivalent products to what is specified, then
you should state “or equal.” This will keep it competitive
and help ensure that the client is paying competitive prices
for the respective products. Always confirm product
names, colors and model numbers with the manufacturer
or supplier to ensure your specification contains accurate
information.
A proprietary specification can be done by Manufacturer
Brand, Supplier Brand, or by Model Number.

WHAT SPECIFICATION IS
BEST
The Best and Most Comprehensive type of Specification is a
Performance Specification that gives a description of the product,
requires quantitative performance requirements, references relevant
industry standards, and references a specific brand and product as an
example of a type of product that will meet the specification
requirements. At the end of each respective product specification, it
should say “or equal” to help ensure competitive pricing; unless it is a
proprietary specification.
Utilizing a combination of all the types of specification methods can
provide comprehensive information to all the decision making parties
involved in the project. Cutting and pasting from previous
specifications should be avoided, without fully qualifying and vetting the
products and methods, as the pasted specification may not be
appropriate for the intended application.
Knowledgeable product sales representatives or third party
consultants should be consulted with for all tile and stone projects.
Qualified consultants can provide specifiers with critical information
to assist them in writing appropriate specifications, and help prevent
potential problems. Supplier sales representatives who invest the time
to be knowledgeable and up to date with the industry standards can
be a reliable resource to the architect or specifier, which will give
them more opportunities to have their products specified.
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ARCHITEC TU R AL SPECIFIC ATIO N
S TRUCTURE – MASTER FORMAT PART 1
• Architectural specifications should follow The Construction Specifications
Institute (CSI) and Construction Specifications Canada (CSC) MasterFormat®
structure. MasterFormat® is broken down by divisions relative to product or
application types.
• Each division section is broken down into three parts: Part 1 General, Part 2
Product, and Part 3 Execution. Each division section must answer three
questions:
• What interrelationships exist between the work of this section and the
remainder of the project?
• What materials or products are involved?
• How are they incorporated into the work?

MASTER FORMAT PART 1
GENERAL SECTION
• Part 1 General section of the specification is important for several reasons. First, it is
important to reference the key and relevant standards for the tile industry.

• In all ceramic tile, glass, or stone tile adhered applications, the TCNA Handbook for Ceramic,
Glass, and Stone Tile Installation should be referenced. Recently the Tile Council of North
America (TCNA) released an expanded and very comprehensive selection and installation guide
for these products. It helps the specifier determine the suitable installation requirements and
details for various applications and conditions.

• In the past, the TCNA Handbook only referenced ceramic tile, although many of the details
and applications were also recommended for glass tile and stone tile. The NSI-MIA Dimension
Stone Design Manual commonly referenced the TCNA details for the installation of natural
stone. The current TCNA Handbook now has a special glass tile section and stone tile section to
assist specifiers in deterring appropriate products and installation methods. The TCNA Handbook
has a large section of various stone tile installation details for thin-set applications. NSI-MIA
collaborated with TCNA in standardizing this stone tile information for both the TCNA
Handbook and the NSI-MIA Dimension Stone Design Manual.

• For mechanical attachment standards you have to refer to the NSI-MIA Design Manual or
the TTMAC Dimension Stone Guide.

• Other important standards to always reference for ceramic
tile or gauged porcelain tile applications is the ANSI A137.1
and A137.3 respectively.

ANSI A137.1 PHYSIC AL
PROPERTY REQUIREMENTS

• When specifying typical ceramic tile, or porcelain tile, which
is a type of ceramic tile, you have to reference ANSI A137.1.
ANSI A137.1 provides the manufacturing and material physical
property requirements to be considered a standard grade
material. It also provides the allowable tolerances for various
types of ceramic tiles, such as for size variation, allowable
warpage, and allowable wedging. When specifying the large
gauged porcelain tiles or gauged porcelain tile panels/slabs you
should reference ANSI A137.3.
• For example, ANSI A137.1 and A137.3 specifies minimum
coefficient of friction requirements for ceramic tile relative to
slip resistance. The standard references a minimum Dynamic
Coefficient of Friction (DCOF) and a test protocol for
measuring it. The minimum requirement and the test protocol
should be referenced in the specification as part of the quality
assurance testing.

ANSI A137.2
GLASS TILE
• When specifying Glass Tile, ANSI A137.2 should be
referenced.
• American National Standard Specification for
Glass Tile (ANSI A137.2) - The new ANSI A137.2
standard identifies three different types of glass tile:
•

Cast Glass Tile

•

Fused Glass Tile

•

Low Temperature coated Glass Tile.

• It also defines large format glass as any tile with
dimensions greater than 3” by 3”. ANSI A137.2 specifies
the important required physical properties for the
various types of glass tile such as thermo Shock
Resistance. ANSI A108 recommends the use of a highperforming thin-set mortar meeting the requirements of
ANSI A118.15 with bond strength greater than 400 psi.
The glass tile should be tested with the thin-set mortar
adhesive to verify it meets the required bond strength
per ANSI A137.2.
• Glass tile does have different physical properties
from ceramic tile, and within the 3 categories of glass tile,
so it is important to vet the materials and installation
methods to ensure the specified glass tile is appropriate
for the intended application.

ANSI A138.1 GREEN
SQUARED
• In todays world sustainability of construction materials is important to
the building industry, as well as to society as a whole. Because tile and
stone products have a high level of sustainability characteristics, and earn
high LEED points, it is important to reference the industry standards for
sustainability. This is a competitive advantage to tile and stone products
compared to other materials.
• ANSI A138.1 Green Squared standard for the specifications
for sustainable Ceramic Tiles, Glass Tiles, and Tile Installation
Materials is modeled after other respected green building product
standards. Since being green today involves much more than the use of
recycled materials, being energy efficiency or having any other single
attributes isn’t important by itself. ANSI A138.1 takes a multi-attribute
approach to sustainability, which is much more meaningful when
considering the value of one product over another.
• The standard addresses product characteristics, manufacturing, and end
of product life management. It establishes the spectrum of environmental
and social criteria most important to today's green building world. Some
criteria are mandatory, and others are elective.
• To meet ANSI A138.1, a product must meet all mandatory
requirements and obtain a minimum threshold of elective credits. Credit
weighting of each elective is based on ANSI ASC A108 dialogue which took
into consideration both stringency and environmental relevance. This is
important for meeting the respective LEED requirements of the project.
Today having your products be LEED worthy is a big selling feature and can
be the difference between being specified or not..

• LEED, or Leadership in Energy and Environmental Design, is the most
widely used green building rating system in the world.
• Available for virtually all building, community and home project types, LEED
provides a framework to create healthy, highly efficient and cost-saving green
buildings. LEED certification is a globally recognized symbol of sustainability
achievement.
•

How It Works:

• LEED projects earn points across nine basic areas that address key aspects
of green buildings:

WHAT IS LEED AND WHY
IS IT IMPORTANT

•

Integrative process

•

Location and transportation

•

Sustainable sites

•

Water efficiency

•

Energy and atmosphere

•

Materials and resources

•

Indoor environmental quality

•

Innovation

•

Regional priority

• Based on the number of points achieved, a project earns one of four
LEED rating levels:
•

Certified, Silver, Gold, or Platinum

QUALITY ASSURANCE
SECTION
• The quality assurance section in Part 1 of a
specification is very important to ensure that the materials,
the installation methods, and the labor will be suitable for
the intended application and work. You have to make sure
to specify that the installer is qualified and has the
experience of doing similar work and scope, that the
materials are suitable considering the application and
climatic conditions, and that the installation methods are
appropriate for the intended application and materials
being used.
• PRODUCT SELECTION
• WARRANTY
• SUBMITTALS
• MOCK UP

• PRE-INSTALLATION MEETING
• QUALITY ASSURANCE AND CONTROL

T H E I M P O RTA N C E O F A N
E F F E C T I V E Q UA L I T Y
A S S U R A N C E A N D Q UA L I T Y
C O N T RO L P L A N

• Past performance is the best test of a tile or natural
stone’s performance. Yet because the physical properties
of various tiles or natural stone can vary within a single
manufacturing run or deposit respectively. Even products
with a history of satisfactory performance may need to
be tested to ascertain the quality of the current
production and its suitability for the intended application.
• In a high proportion of the cases, failure of a tile or
stone in service is a result of improper application and/or
installation, rather than the inherent properties of the
product. Placing tiles in unsuitable environments or
applications will be problematic. If the products are not
used or installed properly, it can lead to various problems
or failures. Combining incompatible materials are
frequent causes of tile/stone system failures. In other
words, products used that are not suitable for the
intended use or application can lead to serious and
expensive problems.
•
In the selection of products, the application as well
as the aesthetic appeal must be considered. While
aesthetics are important to the design, the selection of
the proper material and how it is installed is critical to
the performance and durability for its intended use.
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ARCHITEC TU R AL
S PE CIFIC ATIO N STRUCTURE –
MASTER FORMAT PART 2 & 3
This lesson will continue through the MasterFormat structure
to review the Part 2 Product Section and the Part 3 Execution
Section. Each division section must answer three questions:
What interrelationships exist between the work of this section
and the remainder of the project? What materials or products
are involved? How are they incorporated into the work?
• Parts 2 and 3 of the Masterformat; in particular the
information that is important to understand pertaining to
the specification of tile, stone, and related products
• Understanding the structure and content that should be
included in the Products and Execution sections
• The importance of clearly listing the products and
performance requirements in Part 2 Products section.
• The importance of clearly listing the installation
requirements, steps, and quality control process in the
Part 3 Execution section.

PART 2 – PRODUCTS SECTION
• Part 2 of a specification is important for one primary reason—it gives the architect
the opportunity to specify quality products that will not only perform as required, but
can also be competitively priced.
• Performance-based specifications allow quality and performance to be specified
without being locked into a high-priced proprietary product. Reference standards allow
the lowest acceptable performing product to be used, which is normally the cheapest
and least-performing product.
• Some standards, such as ANSI A118.4 or ANSI A118.15, Latex-Portland Cement
Mortar thin-set adhesives, list the minimum requirements for latex or polymer-modified
thin-set mortar adhesives. This standard does not discern between the leastexpensive/performing products and the more-expensive/performing products within the
same standard, which leaves a huge gap in performance and price.
• If one simply specifies to meet ANSI A118.4 without qualifying performance, then
some bidders will base their bid on the least-expensive product rather than what is best
for the intended application.
•

LISTING TILE AND STONE PRODUCTS

•

LISTING INSTALLATION PRODUCTS

•

LIST OTHER PRODUCTS

PART 3 – EXECUTION SECTION
• Part 3 Execution of the specification is critical; it should never be a cut-and-paste task. This is
a section where the architect needs to clearly specify the appropriate details and steps for each type
of tile or stone application.
• The first step of this section is to require the inspection and evaluation of the substrates that the
tile will be installed over. The relevant standards of ANSI A108.02-4.0 General Requirements for
Tile Installations should be listed at the beginning of this section; such as:
• 4.1 Inspection of Surfaces and Conditions: Prior to commencing tilework, the tile
contractor shall inspect surfaces to receive tile and accessories and shall notify the architect, general
contractor, or other designated authority in writing of any visually obvious defects or conditions that
will prevent a satisfactory tile installation. Installation work shall not proceed until satisfactory
conditions are provided.
• 4.1.1 All surfaces shall be structural sound, clean, dry, and free of oily or waxy films and all
foreign matter. Concrete surfaces shall be free of form oil, curing compound, laitance, and cracks.
Tiling over cracks is never acceptable. Structural cracks need to be repaired by the general
contractor and shrinkage cracks need to be isolated with a crack isolation membrane per TCNA
detail F125.
Movement Joints - Expansion joints, which is a type of movement joint, must always continue
through the tile assembly including the mortar bed if applicable. Control joints in a concrete slab
must continue through the tile assembly, unless a non-bonded wire reinforced mortar bed over a
cleavage membrane is used per industry standards and/or manufacturers’ directions. Movement
joints are mandatory at all tile perimeters, transitions, and within the field of tile per TCNA EJ171.
Movement joints are to be placed and designed as specified by the architect.
Specific TCNA installation method details need to be specified for each application, taking into
consideration the type of tile, type and condition of the substrate, whether it is on-ground or a
suspended floor, whether is a wall over solid or framed backing, whether interior or exterior, and
whether it is in a wet or dry application. It is also important to consider the intended use in terms of
the type and frequency of traffic, and to consider the climatic conditions to which the tile application
will be subjected to.

THE IMPORTANCE OF
SURFACE PREPARATION
• Require installer to examine substrates and areas where the tile or
stonework will be installed to verify suitability as follows:
• (1) Verify that substrates for setting tile flooring are sound and free
of voids, bug-holes, rock pockets, honeycombs, and protrusions; and
that they must be dry; clean; free of cracks, oil, waxy films, and
curing compounds.
• (2) Verify that installation of grounds, anchors, recessed frames,
electrical and mechanical units of work, and similar items located in
or behind tile units has been completed before installing the
tile. Isolate metal from natural stone to prevent staining, unless it is
stainless steel.
• (3) Verify that control joints are isolated or coordinated with tile
floor movement joint locations. For any exceptions submit a
Request for Information (RFI) to the architect in determining how
to proceed. Identify and evaluate all cracks in the existing floor
substrates and submit a RFI on how to mitigate the various types
of cracks.

MOVEMENT
JOINTS
• It is important to remember the need to install
movement joints in all tile and stone applications.
Movement joints are often left out of projects despite
being a contributing factor to many failures.
• The TCNA Handbook detail EJ171 is considered
the standard for both tile and stone installations, and
states: because of the limitless conditions and
structural systems on which tile can be installed, the
architect or designer shall show the specific locations
and details of movement joints on project drawings.
Tile installers are not engineers. They can follow
specifications, but it is beyond the scope of their work
to design movement joints for tile installations. TCNA
EJ171 provides plenty of details and information as a
guideline for architects to follow in their specification.
Guidelines for type and frequency of movement joints
are listed as well as sealant types that should be used
depending on the application.
• The architect should designate the location of
movement joints on construction drawings and should
detail the type and configuration of the movement joint
in the Part 3 Execution section of the specification.
Specifier shall refer to ASTM C1193 Standard Guide for
Use of Joint Sealants and ASTM C1472 Standard Guide
for Calculating Movement and Other Effects When
Establishing Sealant Joint Width for determining the
appropriate movement joint use and width relative to
the intended application and conditions.

SPECIFYING THE
A P P RO P R I AT E T I L E
I N S TA L L AT I O N
METHODS AND
P RO C E S S E S
•
TCNA Handbook Method Locator by Application for
Tile and for Stone:
•
If you refer to the TCNA Handbook in their appendix section
at the back of the book, there is a section called Method Locator by
Application. The first half of the section lists the various
installation methods for tile applications over various substrates.
The second half of the section lists the various installation methods
for stone applications over various substrates.
•
This is a convenient way for the specifier to review and search
for the appropriate installation method that they should reference
in their respective specification. The TCNA handbook has
separate details for the installation of tile and for natural stone.
•
Cleaning of Tile after Grouting per ANSI A108.02
section 4.5 – An important step in the installation of a tile is
cleaning after grouting. Always follow the grout manufacturer’s
recommendation for cleaning of the tile, as some tiles are more
difficult to clean than others. Some tiles may be less scratch
resistant and chemical resistant than others, so it is important that
the tiles are protected and cleaned with the appropriate methods.

FIELD QUALITY CONTROL PLAN
•

Quality Control Guidelines

• A Quality Control (QC) program will be implemented by a qualified third party Quality Control Inspector on a daily basis. The QC inspector
will inspect each key stage of the installation prior to installer proceeding.
• Daily, the QC inspector will have the tile installers remove freshly installed sheets of glass tile to confirm that it has substantially 100% thin-set
contact and uniform thin-set conditions.
• During every two hours of installation two random, but recently installed sheets of tiles, will be removed. If either sheet doesn’t have
substantially 100% contact, then two more sheets will be removed. If either one of those two sheets of tiles don’t have substantially 100% contact,
then that section of tiles, since the last inspection, will have to be replaced.
• The QC inspector will review the tile installers’ work to verify the products are being used correctly under the required conditions, that the
glass tile is being installed correctly, and that their workmanship meets the requirements of ANSI A108 and of this specification.
• Qualitative acoustical testing will be performed by the QC inspector throughout the tile installation after the tile has cured for at least 7 days.
Any tile areas that sound hollow that is larger than 2 square inches (size of a golf ball) will have to be repaired by the installer.
• The QC inspector will document each day’s work by taking notes, photographing and videoing various conditions and situations. A daily log of
events will be documented and a correction list will be maintained. The correction list will indicate any condition or situation that needs correcting
on the respective day it is discovered. It will describe the situation, it will show who was notified, and it will indicate when it was corrected.

PROTECTION AND MAINTENANCE
• It is important to specify how to protect the materials before, during, and after the installation, and before it is turned
over to the client. List the manufacturer’s protection requirements, including how soon the tile installation can be put
into service to allow for adequate curing.
• It is also necessary to specify how to properly maintain the finish product, which is in effect instructions to the project
owner on how they need to maintain the tile installation to get the full potential. This should include the manufacturer’s
recommended cleaning process. It should be to advise that the owner is responsible to protect and monitor the floor
tile installations to ensure they are slip resistant and safe to use under various conditions such as when getting wet. It
should be stated that it is the owners' responsibility to place appropriate walk off mats and to clean and repair the tile
installations in a timely manner to avoid health and safety concerns, and to prevent damages to the floor tile. Such as if
there will be vehicle and equipment traffic over floors then they have to be protected appropriately.

END OF PART 1
QUESTIONS?

PART 2 LESSON 5

GETTING YOUR PRODUCTS
SPECIFIED
• Information is key to the specifier. As much as the specifier needs to know and
understand the resources available for specification purposes, so should the supplier
sales representative.
• It is the specifier’s fiduciary responsibility to vet all products for their suitability
for the intended application and use. And to ensure that the products are specified
to be installed with the appropriate products and methods. Because this can be
critical to the success of a tile or stone installation, it is important that the sales
representative provides accurate and thorough information to the specifier, which is
why the sales rep’s role is so essential to the process.
• It is also important that all suppliers provide appropriate information regarding a
specified material relevant to the application and the intended use. While the entire
first part of this course was focused on the specifier, it is just as important that the
supplier and its representatives have a good understanding of the specification’s
content and the needs of the specifier.
• One way the sales representative can assist the busy schedule of the architect is
to offer to draft the specifications for the architect, who can then can edit it to
their satisfaction.

HOW TO IDENTIF Y AND TARGET
KE Y ARCHITEC TU R AL AND
DESIGN FIRMS
The following will help get you started:

•
•

Check into important industry organizations such as AIA Architects (American Institute
of Architects) these are normally the architects who draft and design projects. CSI
Architects (Construction Specification Institute) these are architects who specialize in
writing specifications, ASID Interior Designers (American Society of Interior Designers),
and ASLA Landscape Architects (American Society of Landscape Architects)
directories. Also consider joining these organizations as an industry partner and attend
joint local monthly meetings.

•

Check internet searches – Search engines like Google, Yahoo, and Bing will allow you to
search architects or interior designers by name, city, project, etc.

•

Utilizing the power of Social Media sites such as LinkedIn with their sales navigator payfor program to find firms, or perform searches on other sites like Pinterest to gain
knowledge on current tile trends that will give you an advantage. Don’t underestimate
the advantage of leveraging social media, find the channels that are most effective for
locating tile specifiers.

•

Networking with others in the industry is equally as powerful a sales tool. Finding key
firms by working with other suppliers and those with that experience. Go to General
Contractor plan rooms. Ask other architects and interior designers who are the major
firms in town. These methods are to determine who are the key specifiers and to
prioritize who you go after first. You can’t call on everyone, so you need to prioritize
who you target first. Target the firms where you have the most opportunities. This is
part of the qualifying process.

•

Purchase dodge or CMD project report subscriptions that show projects, and who are
the architects, at various stages of planning. These are online services that can be
purchased by type of project and geographical location. Some projects inherently will
tend to have more tile or stone specified on them than other types of projects.

HOW TO DEVELOP RELATIO NS HI P S WITH TARGE TE D
DESIGN FIRMS FOR SPECIFIC ATI O N OPPO RT UN I T IE S
• Box lunch presentations are an effective way to meet architects and learn about their
projects. Make box lunch presentations informative and impressive, provide a AIA CEU certified
presentation if possible, provide a special memorable quality lunch, and get everyone’s business
card. You need to promote the box lunch well in advance to get high attendance, and to have a chance
at getting the principals of the firm to attend.
• To help gain credibility that will help encourage the specifiers to allow you to provide box lunches
and to interact with them, it would be wise to join associations such as AIA, CSI, and ASID. It will
further your credibility if you belong to the industry associations such the Natural Stone Institute (NSI),
Ceramic Tile Distributor Association (CTDA), and the National Tile Contractors Association (NTCA).
In addition, if will further your credibility and opportunities to become a Certified Construction
Document Technologist (CDT) from CSI, become a Ceramic Tile Consultant (CTC) from CTIOA,
become a Certified Ceramic Tile Specialist (CCTS) from CTDA, and become a Certified Tile Specialist
(CTS) and a Certified Stone Specialist (CSS) from UofCTS to add to your expertise.
• AIA Continuing Education Units (CEU) is one of the most powerful tools a building product
manufacturer can use to reach architects and specification writers. The reason why this is a powerful
tool, is that all AIA architects must obtain a certain number of CEU points each year. So architects are
always looking for an opportunity to earn these CEUs without too much inconvenience. So if they get
a nice free lunch in their office, without having to travel or give up other personal time, be educated, and
earn these CEUs, that is a big incentive for them to attend your box lunch presentation. This is an
opportunity for the architects and designers in attendance to meet you and learn about the products
you represent. This gives you the opportunity to find out what projects they are working on and to have
your products considered for those projects. That is why we say, Education = Specification. Educating
the architect will help them to understand the benefits, applications, limitations, and costs with your
products in order to convince them to specify them in their project.

HOW TO IDENTIFY
AND TARGET KEY
PROJECTS
• Identifying and qualifying the project is an
important part of understanding the
opportunity to supply your products on that
project. Details are essential, and the more you
know the better chance you have of supplying
the project. Your ability to distinguish between
project types and applications will allow you to
present meaningful advise for the specifier to
consider. You have to ask questions first to
determine their needs, before you start telling
them what you have to offer. Ask questions to
qualify the situation. If you don’t ask questions
then you can’t know what is needed, and you
won’t be perceived as a consultant.
• COMMERCIAL PROJECT TYPES
• RESIDENTIAL PROJECT TYPES
• HOSPITALITY PROJECT TYPES
• INDUSTRIAL PROJECT TYPES

QUALIFYING THE OPPORTUNITY
To qualify the application, ask where the tile will be used. What
type of project is it? What kind of application is it in terms of
being subjected to foot traffic or equipment? How many square
feet are involved approximately? What are the climatic
conditions it will be subjected to? Is it an interior or exterior
application? Is it in a wet area? Will it be subjected to any
adverse conditions such as chemicals or temperatures? What
are the aesthetics preferences? Ask if they want any special
logos, decor, or artistic accents? Having some custom feature in
the tile installation specification will give you a competitive
advantage as the architect and owner will be emotionally
attached to it, and it will be harder for your competition to
switch it. Ask if they are interested in extended performance
warranties for single source installation systems? Ask them what
their budget is for tile or stone? Give them Good, Better, and
Best options. Past research has shown that when consumers are
given a choice that 68% of the time they will go for the betterquality product at a higher price.

ANOTHER SALES TIP: Planning your presentation to an
architectural or design firm is important. “Less is More” is a best
practice to follow. Don’t overload them, be succinct with the
information you provide. “Speak Human” is another best practice
to follow. Use language they will understand.

K E YS TO A B U L L E T P RO O F
S P E C I F I C AT I O N
•

Be perceived by the architect as reliable consultant who
provides technical information.

•

Provide the architect with data sheets and test results
substantiating the performance of your product to
demonstrate the suitability for the intended use.

•

Once you have convinced the architect that your products
are suitable and desirable for the intended applications, ask
the architect to let you draft the specification.

•

Make the specification a performance or proprietary
specification

•

As a performance specification list the physical properties
of the product that will differentiate your product from
others.

•

Don’t add “Or equal” in the specification.

•

Specify the installation products as part of a single source
Labor and Material Warranty System that provides added
protection to the owner for the specified tile application.

•

Indicate a lead time when the material must be ordered to
prevent project delays or excuses by contractors to switch
to other more available products.

•

List your name and contact information as the supplier of
the respective materials.
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TRACKING AND PROTECTING
THE SPECIFIC ATION
It is important to remember that getting your product specified is
only half the battle. Keeping the specification and converting the
specification to an order can be even more challenging. To keep
the specification, you MUST closely track the project by
establishing as many relationships as possible with ALL those that
influence the decisions in terms of approving changes and
purchase products. The more key relationships that you have, the
more likely you are to get the order.
As this course has stated all along, relationships are very important,
from the specifiers to the installers. All parties involved play their
respective parts in influencing the decision-making on a project.Your
relationship with any of the key players on a project can make or break
the supply of your product on that project. Understanding which party
will be doing the purchasing is essential in securing the order. It isn’t
always the same party. Most commonly it is the Tile Contractor for
single source responsibility. However, often times the owner will be
insistent on making the purchase thinking that they can reduce their
costs by doing so. In some cases, the GC or designer will make the
purchase. Considering that the specifier and the purchaser are likely to
be different, you can understand why it is so important to track,
protect, and follow through to the point of getting the order. Thus, you
can’t simply rely on getting your products specified to get the order,
you have to follow through during the entire process.

THE OWNER HAS
THE FINAL SAY
• The owner of a project, whether a commercial or
residential project, makes the final decisions. If the owner is
convinced your product is the right product, then no one
can change your specification.
• Don’t take this relationship for granted. If the owner is
tempted by being offered a price savings they might take it. If
you maintain a good relationship with the owner, you will
get the opportunity to defend the specification, and then if
necessary you will likely get the first right of refusal to
either lower your price to avoid the substitution or offer a
viable substitution yourself.
• Know the influence that the following parties involved
have with the owner:
•

TILE CONTRACTOR and GENERAL CONTRACTOR

•

THE ARCHITECT or DESIGNER

• Note that it is common for any of these key trades to
have discretionary choices in some cases.

LOOK OUT FOR
COMPETITOR
SUBSTITUTIONS
• Some product company’s strategy is to let
you do the work and spend the money to
develop the relationships with the architects
and to create the specification. Then, they
come in later with a low-priced option that
often is also of lower quality and lower
performance. They will focus on developing
relationships with the installer who has the
greatest discretionary choice.
• It is important to be aware of the
competition. Competitive analysis can be an easy
way to be informed. Determine the strengths
and weaknesses of your competition, as well as
your own. Understanding the options that a
specifier has will only help you to differentiate
your product and services to solidify your
specification.

DEFINITION: “value engineering”
means that specified products can be
substituted with equal or better
performing products at a lower cost. The
savings might be necessary due to
budgetary constraints. Often, it is misused
where lower priced products, with less
quality, are selected to increase profits.

HOW TO COMB AT
S UBSTITUTIO NS

Here are some ways to ensure you keep the
specification and get the sale:
•

Make sure your specification is a performance or
proprietary specification.

•

Make sure the architect understands the differences
between your product and the substitution.

•

Substantiate the performance of your product with test
data, and force the competition to provide the same
test data of their product.

•

Be ready to offer an alternative, especially if a value
engineering process has been implemented and you
think your specification is at risk.

•

Know your competition. Be aware of what else is
available as a substitution and know their features and
benefits as it will allow you to anticipate and combat
the situation.

•

Stay in close contact and keep up with the follow up
with each team member.

•

Make sure you build a relationship with the Tile
Contractor, and don’t underestimate the influence they
might have on the final purchase.

•

Know the schedule and details of the project, and have
a good relationship with all of the players.

•

It’s always good to build a relationship directly with the
owner, or their representative, if you can.

STAY IN CONSTANT
CONTACT
• Timing is everything. Don’t assume anything. You
need to be aware of the following important details:
• project schedule
• when submittals are to be made
• when orders are to be placed
• when the work is to start
• You need to help facilitate those schedules in order
to protect your specification.

IMPORTANT: Remember that
FOLLOW UP and FOLLOW THROUGH
are the two most essential things you can
do to ensure your specification converts to
an order!

ASK FOR THE ORDER
• Here are some ways of giving customers incentives for placing orders:
• Base your quote on a time limit, and point out conservative lead times for product delivery.
• Facilitate getting the order by pointing out to the owner or architect or general contractor that the product needs
to be ordered by a certain date to avoid delays. This puts pressure on the tile subcontractor to do what he needs to
do to place the order.
• Pricing or any discounts can be offered subject to placing orders by certain dates.
• Product availability should be made a concern to instill a sense of urgency. There can always be delays in
manufacturing and shipping times. By conveying this urgency to the various team players, it will encourage them to
get the order placed sooner than later.
• Keep in mind, that the opportunity cost of allowing a product substitution is reduced profits or commissions that
you would have received if you got the order for what was specified. So, don’t try to sell on price alone; always
protect your specification.
IMPORTANT: You need to have a cushion for delays or it can become a big problem. Delays on construction
projects normally mean huge costs to the owners and perhaps the contractors. The owner can be subjected
opportunity costs because their building is not completed on time in terms of loss rent or increased loan costs.
The contractors might have penalty clauses in their contacts, so if they don’t complete the project on time it can cost
them a substantial amount of money.
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COMMUNICATION SKILLS AND
STRATEGIES
• Dialogue is a discussion between two or more people or groups, especially one
directed towards exploration of a particular subject or resolution of a problem.
(Oxford Dictionary) - Synonyms include, Communication and Discourse
• Communication is a process by which information is exchanged between individuals
through a common system of words, symbols, signs, and behaviors.
• Discourse is a mode of organizing knowledge, ideas or experience through
communication.

IMPORTANT: “BENEFITS OF PROPER
DIALOGUE” include establishing trust,
achieve mutual understanding before engaging in
decision making, manage diverse opinions about
an issue or concern, determine shared interests
and establish common ground, and create new
ways of seeing and doing things.

THE COMMUNIC ATION
HIERARCHY
FACE-TO-FACE – this is the most effective course of communicating and is highly
recommended when practical. PROs and CONs: PRO: More effective communication by
providing Eye Contact, Body Language, Human Touch, Tone of Voice, can respond immediately
to concerns and opportunities; CON: risk of mis-communication, May Require Travel, Time
Consuming

FACE TO FACE

VIDEO
CHAT

VIDEO CHAT – with applications like FaceTime and Skype it’s easier to be closer to face to
face, this is especially effective for quick product knowledge presentations. PROs and CONs:
PRO: Allows for Eye Contact, limited Body Language, Tone of Voice, can respond immediately
to concerns and opportunities, saves time, with no Travel Required; CON: risk of miscommunication, Technical Problems, Requires Internet/Computer, somewhat impersonal.
PHONE
CALL

PHONE CALL – a phone call is still more effective and personal than written
communication; you get immediate feedback as you can still hear tone and react to questions
or concerns immediately. more practical in time management in terms of making more
contacts per day; PROs and CONs: PRO: Tone of Voice, Real Time; Time Efficient; CON: risk of
mis-communication, less personal, risk of Bad Telephone Connection or reception.
EMAIL – as this form of communication has become more prevalent it’s often the easiest
path, however, best practice is to utilize email for informational or more transactional
communication. *although it can be effective in email blasts for reaching large groups at one
time. PROs and CONs: PRO: Promotes familiarity when other options are not practical,
Quick, No Tone risks, Instant Delivery and convenient feedback; CON: No Tone to promote
familiarity, No Personal Touch, Subjective to Reader’s interpretation, One Way
Communication that might be considered intrusive.
TEXT – texting has also become commonplace and can be used for quick communication but
is not recommended for important details. PROs and CONs: PRO: Promotes familiarity when
other options are not practical, , Quick, No Tone risks, Instant Delivery, Two-Way; CON: No
Tone to promote familiarity, No Personal Touch, Often Subjective to Reader, and could be
misinterpreted and can be considered intrusive if not given advanced permission

EMAIL

TEXT

Learning to follow best practices in proper dialogue and communication, can be the
difference in you getting the specification or the order versus losing the opportunity
to another supplier.
• LEARN TO LOOK 93% of all communication is Non-Verbal: Look for Body
Language, Facial Expressions, and listen for Tone of voice.

FOSTERING
THE
PROPER
DIALOGUE

• MASTER YOUR STORY Stories Create Feelings and Emotions – make sure
you know your company's history and the background on the products being
specified. For example, Natural Stone has a long history with famous stories attached
to it like Carrara Marble and Michelangelo's statue of David.
• STATE YOUR PATH Share my facts + Tell my story + Ask Questions + Talk
Tentatively + Encourage Testing
• MOVE TO ACTION Dialogue is not Decision Making Decide how to
Decide – Ask for the order… (in a group or one-on-one setting) Command the room
and make sure that you develop action items at the end of any meeting; Consult and
assign action items to the relevant parties involved as well as to yourself; Get a
Consensus from everyone on decisions.

PERSONALITY
TYPES
• It is important to note that there are many styles of
communication. Some are more effective than others, while
some might depend on the various personalities you might
be dealing with.You MUST consider the personality type of
the person you intend to communicate with as well as
understand your own personality type in order to achieve a
persuasive and meaningful conversation.
• Often times different personalities don’t mix and may
require the skill of you modifying your communication
preferences to effectively communicate with your client. As
we’ve stated all along in this course, relationships with all the
decision makers on a project are key. Your ability to foster
the appropriate and proper dialogue to achieve effective
communications with each will drive the relationship and
your opportunity.
•

THE ALPHA

•

THE FACT FINDER

•

THE IMPROVISER

•

THE DOER

•

THE PERSONALIZER

JUST LISTEN
• Active Listening Requires Your Attention! – There is a strategic approach to
listening and collecting meaningful information to help you understand the client’s needs and
to know how best to convey the value of your products and services. It requires you to
facilitate the conversation by asking open-ended questions, and then intently and strategically
listening for key indications that will guide you through the conversation.
•

DO make eye contact

•

DON’T look pre-occupied

•

DO acknowledge what they are saying, even repeat and clarify

•

DON’T get distracted and lose attention or focus; have check list

•

DO ask questions

•

DON’T be silent or non-communicative

•

DO re-cap the conversation when appropriate

•

DON’T leave the conversation abruptly

•

DO call for action at the end of the conversation

DEFINITION: Listening is to give one's attention to sound. Listening involves
complex affective, cognitive, and behavioral processes. Effective processes include the
motivation to attend to others. Cognitive processes include attending to,
understanding, receiving, and interpreting content and relational messages. Behavioral
processes include responding with appropriate verbal and nonverbal feedback, which is
only possible if you have listened attentively.

CONCLUSION

THE COMPLETE GUIDE TO DEVELOPING TILE & STONE
SPECIFIC ATIONS WITH ARCHITECTS – CONCLUSION
Following this flow chart will help the architectural representative to develop a plan on how to
develop a meaningful architectural sales strategy. It will also help them learn how to strategically
target architects and projects, how to write specifications, how to develop relationships, and how to
track the specifications to the point of receiving the order:

Find and Qualify
the Opportunity
The First step in the Sales
Process Flow is to simply
identify and qualify the
opportunity. Utilize
resources such as the
Dodge Report and
networking opportunities
with trade organizations
like AIA and ASID. Work
with the Architect and
Designer to see what
projects will fit your
supply capability.

Develop the
Specification and
Provide a Proposal

Identify All the
Players in a Project

Follow up and
Follow Through Ask for the Order

The Second step in the
Sales Process Flow is to
develop the specification
with the Architect or
Designer providing product
insight for the intended
application. Provide a
proposal with pricing and
lead times and other
relevant information.
Prepare a written draft of
the specification.

The Third step in the
Sales Process Flow is to
make sure and understand
who is involved in the
project. Whether it is the
Architect, the General
Contractor, the Tile SubContractor or the Owner,
it is essential to build
relationships with
everyone involved.

The Last step in the
Sales Process Flow is
the most important:
Follow up, Follow
Through, and Ask for
the Order. Do what
you say you are going
to do, be diligent in
your follow through
and you will increase
your chances to get the
order.

COMMUNICATION IS KEY
• The keys to being a successful architectural sales representative
revolves around being knowledgeable, reliable and credible. It also
requires being strategically smart, consistent, and timely in your
efforts. You must provide quality products and quality service.
Professional selling is as much science as it is art. The science is in
how you must be consistent and thorough in your targeting
projects and customers, and you have to be a good credible
resource. The art is in your ability to identify the type of
personality you are communicating with, and effectively
communicate in the manner that they prefer.
• REMEMBER: The golden rule of selling is “do unto others as they
want done unto themselves.” In other words, don’t give them
something because YOU prefer it, give them what THEY prefer;
solve THEIR problem.

OTHER STEPS YOU LEARNED FOR
PREPARING A SUCCESSFUL
SPECIFICATION
• How to determine the suitability of a tile or stone for its intended use
• How to write architectural specifications in a complete and clear manner to
ensure a successful installation
• How to write the specification in a manner that will help protect the
specification from substitutions
• Additional general information related to the specification process so that you
are informed enough to write a quality tile and stone specification

Determine
Suitability

Provide
Complete
Specification

Protect from
Substitution

Equals a
Bullet Proof
Specification

T H E T I L E O R S TO N E I N S TA L L AT I O N I S
O N LY A S G O O D A S I T I S S P E C I F I E D A N D
I N S TA L L E D

• If our tile and stone products are installed correctly, those
installations will become our legacy to future generations, just as the
tile and stone installations of centuries past that still exist and
perform well are the legacy of our ancestors.
• Unfortunately there are too many installations that are installed
incorrectly that leads to failures or unhappy customers. Failures
become costly liabilities for all participants regardless of who is at
fault. On the other hand, quality tile and stone installations become
positive advertising for our industry. When there is a problem it
doesn’t matter who is at fault because everyone ends up paying in
either their time, money or reputation. So it is in everyone’s best
interest to make sure that tile and stone installations are specified,
supplied, and ultimately installed correctly.

THE COMPLETE GUIDE TO DEVELOPING TILE & STONE
SPECIFICATIONS WITH ARCHITECTS – CONCLUSION
This concludes the Tile and Stone Specifications and Working with Architects course provided by University of Ceramic Tile and Stone. Thank you for
taking this course, you should feel confident that you learned the following:
(1) Selection Process and Considerations – here you learned about different types of products and their suitability for the intended application
(2) Types of Architectural Specifications - you learned about different types of specification and how utilizing a combination of a performance
specification that also references a specific brand and product, while specifying a relevant standard with a quantitative performance requirement.
(3) Architectural Specification Structure – Master Format Part 1 Reference including reference standards and quality assurance requirements
(4) Architectural Specification Structure – Master Format Part 2 Products focusing on specifying product types and performance requirements and
Master Format Part 3 Execution focusing on execution of the installation and the quality control process
(5) Getting Your Products Specified – you learned the key steps to building a bullet proof specification
(6) Tracking and Protecting the Specification - understanding that Relationships with all the decision makers are important in tracking and protecting the
specification, but also for future opportunities.
(7) Communication Skills and Strategies - The importance of communication in developing relationships with all the decision makers, and Asking for the
order!
Remember the key to a successful specification will incorporate a mixed approach. First you need to target the project and architect and develop the
relationship to get your product specified. The specification should include aspects of a performance specification that references a specific brand and
product that you can sell, AND specifies the relevant standards with a quantitative performance requirement that benefits your product. Utilizing a
combination of all the types of specification approaches can provide comprehensive information to all the decision making parties involved in the project,
and give you the opportunity to write the specification in a manner that is resistant to substitutions.
The key to successfully getting your product specified and sold will be in timely tracking, protecting, follow up and follow through with all the key parties
involved in a particular project. Your ability to communicate, and most importantly, ask for the order will ensure you get the sale!

THE COMPLETE GUIDE TO DEVELOPING TILE
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Available on-line through CTDA, NTCA, TTMAC, and
Fuse Alliance
NTCA and CTDA have a show special for TSP valid
through 10/31/19 Buy 3 tuitions at $100 each and get
one free
List Price $300 per student or 2 association member
tuitions
Interest in Live Webinar or Live Classroom training?

