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CSDA ROUNDTABLE:  

EFFECTIVE COMMUNICATION BETWEEN CUTTING AND IMAGING CONTRACTORS 

CSDA 2015 CONVENTION AND TECH FAIR 

 
 
 

Moderators: Emily Hammer 
Hard Rock Technologies, Inc. 

  Prospect Heights, Illinois 
  Tel: 847-275-4007 / email: emily@hardrocktechnologies.com 
 

Rick Norland 
Construction Solutions, LLC 

  Paola, Kansas 
  Tel: 913-879-2200 / email: rnorland@construction-solutions.com 
 
 

Topic #1 – Discuss where there have been areas of miscommunication 

between the two contractors that led to a bad outcome 
 

• Using hindsight bias, how could this issue have been avoided? 

• Where did the communication break down? 

 
Kellie Vazquez (Table 2): Our table has spoken about the markings. For example, with my 
company the biggest confusion is what the guy is marking down and if the core driller understands 
what he is trying to say with those markings. What we have got into is that if the contractor, after 
seeing the markings, still wants to put the hole near the target or within the tolerance zone, margin of 
error, whatever you like to call it, that is when issues usually occur. Prior to our changes, my guy 
would have just drilled it because that is where is layout is and that is what he is taught—you drill the 
layout. Now what we do, is that if it is within the tolerance zone or on top of one of the markings they 
have to make a phone call. It is not the operator’s decision to drill that. That needs to be done by 
someone higher up than him. So he makes a call. He can call the scanning technicians and he can 
call myself to discuss it and see what we are going to do. And we then call the contractor, etc. That 
is where most of the miscommunication is happening. The drilling operator does not understand 
what the scanning technician has identified, and then maybe the contractor has misunderstood the 
tolerance zone, margin of error and that the hole really needs to be moved outside of that area. 
 
Jami Harmon (Table 3): We talked a lot about the expectations between the contractor and the 
scanning professional. Quite often, the miscommunication happens when the general contractor 
moves the area that they want to core but they did not tell the scanner. So the scanner scans a 
specific spot and then is asked why they did not scan the other area. That type of stuff. We have 
quite a few contractors who do both, so often times it is within the same house but sometimes it is 
outside of the house. So that is where a lot of the miscommunication happens, varying from the 
original expectations. Dan [Foley] talked about it being down to education, for the customer and the 
cutter, showing them how you get the marks. This is also what Table 2 talked about—how the 
technology works and why they can and cannot see certain things. And in terms of hindsight, we 
talked about photographs and how important they are on the jobsite. 
 
Len LaFond (Table 5): We talked about the communication between the scanner and the driller, or 
the x-ray technician and the driller, and it is the same set of issues. Most of the problem is education 
of the driller. Make sure he understands what he can and cannot do where a site has been scanned 
or x-rayed. And the easiest way to do that is with a written report. This written report has got to stay 
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on the site or be given directly to the driller so he understands what he can and cannot do. The 
instruction should always be that if you are not sure, do not do anything. Make a call.  
 
Rick Norland: A couple of other little items, not that we are experts at it or have the right way of 
doing it. I will just share with you some things that did pop up that you may want to consider. We 
have been doing this since 1999, so we have a long background. I do not know if it is always correct. 
Our philosophy, when we go in, is that we ask a lot of questions. We want to know what it is that is 
going in here. We are not a cutting company at all. We are strictly an imaging outfit. We will find out 
what the penetration is supposed to be, whether it is a trench cut or whatever, then we know what 
the propensity is for them to want to crowd the mark. If it is a slop sink for a restaurant and restricted 
in where is has to go. If it is an ADA penetration and they are going to turn around for the restrooms 
because it has to be in a certain place. If we know it is going to be something like that, we know they 
are going to crowd the mark. So you are going to have to turn around and tell them to rearrange the 
entire bathroom, because it is not going there. Our job is to image, and it if looks like it is a 
questionable deal it does not go. It is not my problem. It is their problem and they have to fix it.  
 
There was one other thing that I heard. We require our customers to go with us. We take them by 
the hand and we walk them over every locate to explain what we saw, to make sure they understand 
where our marks were and ask them if there are any questions or confusion before we go on to the 
next one. If we cannot find that guy, we tell them up front that we need him at the end. He is paying 
my hourly rate, so we stand around for an extra hour at the end to wait for him. Great! That is 
perfectly ok. Otherwise, we have issues. Photographs? Without exception. Every job. You do not 
leave without it. A lot of times it is a courtesy. A lot of times they will come back and say they lost the 
mark or cannot see it, so they will ask where that mark is located. The third item that we do 
exclusively, even when it is a very, very costly deal for us to do windshield time, is that we say that if 
they find anything that was not what we marked out then we will go back over to the job immediately 
and redo on our dime. We currently have a guy heading down to Fayetteville, Arkansas from Cedar 
Rapids, Iowa. I invested seven hours of windshield time for him to go in and verify a mark today. It 
costs us sometimes but it does give you some credibility. 
 
Dan Foley (Table 3): I do not know what everybody else does, but all of our guys are taught that 
any time they find an area has been scanned they are supposed to be asking. We will not drill 
without using a stop box, which some people may have an argument with but it really helps with both 
the accuracy, to cover yourself, and also results in more work because now you are stopping and 
shipping out to do more exploratory work. Because the customer is really trying to avoid hitting 
something. So it has actually been a nice little extra revenue source for us ever since we started 
doing that. It is pretty efficient. Also, we have been putting up physical barriers on our trench cutting 
with orange columns. So once the saw guy goes out there to look at the trench and get started, he 
puts orange columns on any live power that we are supposed to be chipping out, so that they know 
to physically stop. I have had an instance where we marked this thing perfect and my guy got slurry 
everywhere, then he cut through all of the lines. There was no avoiding that, we were wrong.  
 

Topic #2 – Discuss situations where good communication occurred. What 

tools do you use to keep good communication? 

 
LaFond (Table 5): What we talked about was largely covered by our response to the first question. 
Good communication. Markings and spray paint to outline the area that was scanned. Black spray 
paint for rebar is pretty much standard—black or white—then red or yellow for conduit. Some people 
use florescent paint for conduit and that kind of thing. It all boils down to communication. You just 
have to make sure that everybody understands what you are doing and the most important thing is 
the written report. This report has got to stay in the field for when the driller comes.   
 
Scott Younts (Table 2): We talked about GPS coordinates to start with, so you have that spot 
located. You can link it and send it back to the office so that they have access back at the office also, 
with the pictures—a combination of those two. Video or pictures, so you have ability to talk to the 



Page 4 of 6 

contractor, walk through it with him, go over your checklist. This is similar to the CSDA Best 
Practices, so your guys know exactly what you have marked out. They have pictures and a copy of 
that before they start cutting. We talked about painting borderlines, possibly using logos and a 
number. So if it has been days since you marked it out, they can contact you and talk to you about 
this. Stickers also, that is possible.  
 
Norland: I will intercede here for just a moment on GPS. The engineer in me has to caution you all, 
as you need to know what that GPS reading was. Typical GPS coordinates are going to be within 3 
meters. If it is RTK, it will be within 1 meter and if it is survey grade it is 10 centimeters. So you have 
to watch out for what your GPS type is, because they are terrible for X/Y location unless you know 
what that coordinate can be. If you take a hand GPS or a phone GPS and you use those, those are 
good only for reference with utility locates because your phone GPS is going to be +/- 3 meters. That 
is just the bandwidth you are using on the GPS system. So I just wanted to caution you on GPS. It 
has bitten some people pretty hard. It is a good, general rule of thumb, but if you are leaving that as 
your location point there can be a big argument. I can walk up with my phone and say I am right on 
that coordinate, and I could be anywhere within a 3-meter circle.  
 
Harmon (Table 3): Like the previous question, we talked about photographs. We also talked about if 
it is critical. Sometimes the scanner goes out with the cutter to make sure. If it is questionable, then 
they have to talk through it on the jobsite before any cutting has been done. For reporting, quite 
often job tickets are used. There are several different variations that the people at this table use. 
One has a ticket disclaimer, where the general contractor signs off before the work is done to be 
sure that they know the expectations of the radar equipment itself, and one after the work has been 
completed. Sometimes a job ticket includes the coring information as well as the scanning 
information on where the locates are. Sometimes there is utility locating involved too, so if there is a 
plan available they will mark out on the plan where they did the scanning. Sometimes they also use 
GPS, but anytime the customer asks for a report, GPS coordinates or some form of documentation 
there tends to be an extra charge from the scanning company to make sure they are covering their 
overheads to make those reports. 
 
Norland: I will ask out of curiosity, what do you do when you are in a facility like a hotel and you 
mark the carpet? When they pull the carpet, then what? Does anyone do anything different to mark 
areas like that? Do you ask them to pilot drill, or mark a hole so it is permanently located? We will go 
over to the wall and put tape on the wall, with a measurement from that reference point back. So if 
they pull the carpet, there is no question where it is. Or you tell them they have to pilot drill before 
they pull the carpet. Otherwise you lose your mark. We do have to mark it somehow.  
 
Foley (Table 3): I think it goes back to taking the photos. We will put the tape on there. I like the 
idea of the measurements off the wall. Also, if there is a situation where our GPR technician thinks it 
is going to be an issue, whether it is a mark moving or maybe some miscommunication, they actually 
flag the pictures. We upload all of our pictures to Dropbox and there is a person that looks at those. 
If a photo is flagged, they send that to the dispatcher and the dispatcher sends it to the operator as 
well, so that they know what was there. So if a guy gets a picture with some tape on the carpet, then 
he goes out there and it is just a concrete floor, we know we have to figure something out. 
 
Bruno Silla (Table 2): Would you charge the customer for having to redo those marks?  
 
Norland: If they cannot find our marks, it is full rate to redo them. You left the customer good marks 
and they did something to them. It is going to cost them for you to put them back again. CSDA does 
have some Best Practices and a specification that covers who owns the mark, and how that 
ownership is transferred over. It is a really good backup reference for you to make sure that your 
customers are aware. Once I leave a job, I am not responsible for any maintenance or repair of 
those marks. That is it. You bought it at that time when you signed off, and I am out of here. I would 
encourage you to go and look at those, because it was a good effort from the CSDA Imaging 
Committee to put those together.  
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Topic #3 – Use your creativity and think about tools/procedures/devices that 

would help to make better communication between the two contractors 

 
Harmon (Table 3): We talked a lot about the technologies that we are currently using for 
efficiencies. We discussed Mobile Resource Manager. Dan [Foley] uses that for ticketing job 
functions and also billing, which creates efficiencies in his crew. He also uses Dropbox to catalog the 
images he takes on site of his scans. That way, if they ever need to go back they know what they 
are referencing and they have access to it. We talked about using Facetime and Skype to be on the 
job when you are actually not on the job. You can conference call, be there and discuss issues. We 
discussed GPS tracking on instruments as well as trucks, so you know when your saw is being run 
or you know where your truck is if they need to be dispatched. We covered mobile applications that 
alerts dispatch when somebody is free, running late or if they have downtime on site and it is not 
their fault. The last part is when we started talking about barcoding and RID tags. Maybe in the 
future we could use those on the jobsite so that the contractor knows specifically what is being 
cataloged on the jobsite. This can be reviewed on the job tickets later.  
 
Vazquez (Table 2): What we spoke about for procedures, was calibrating the machines. We have 
some people that do it on a weekly basis or a quarterly basis. In-house calibrations are important. 
And on an annual basis, you get the calibration done by the manufacturers. Also, if you do it on a 
weekly or quarterly basis, if any repairs need to be made to the machines like it needs new wheels, 
you have to take care of those and red tag the equipment. You then use your second piece of 
equipment until the other one is fixed. Calibration is very important for the accuracy of your 
markings. We continued to talk about scanning on carpet and how to locate marks in the future. 
Using laser rulers and different operations to measure out where the actual scanning was done on 
the carpet. And we talked about ground truthing. Even when you are on a job and you scan an area, 
they are going to drill an area right behind you to see how well your equipment did on locating the 
depth and accuracy of the target location. Regarding the CSDA Best Practice, I recently made all my 
operators and sales people a scanning booklet. It contains the Best Practice from CSDA. I did it all in 
color and highlighted the expectations of the machine, the limitations of the machine and then I went 
in and spoke about the tolerance zone/margin of error that my company uses. I put in information 
about the ownership of the markings once we leave. We do not own the markings, they do. We use 
three different machines at my company, so I have a page for each one. This explains that one can 
scan up to 16 inches and the other up to 18 inches, all that information is in there for the GPR 
operators to talk to the contractors about. And for my core drillers and sawers, this is just for their 
information and further training. We are going to have additional GPR training at one of our safety 
meetings this year, just reiterating capabilities and limitations to make sure we can all speak 
intelligently at the jobsite.  
 
LaFond (Table 5): We talked about using online tools and Internet applications. One of the things 
that my company has done to address this, is we are able to transmit a screenshot from our new 
system directly through a cellphone to any Internet address. So you can email a screenshot from the 
field through our system to an engineer or to a coworker for a second opinion. That is one of the 
things we are doing. Certainly the use of photographs and tablets, and all that other wonderful stuff 
that we are able to take advantage of, is paramount in establishing that clear communication.  
 
Norland: The calibration issue was raised by Table 2. I will explain how important it is for us. We 
calibrate every machine on a slab on grade, where we have a wall and slab with known targets. 
Every Monday we make sure that our machines are working. You would be surprised how many 
times you catch things that are not right.  
 
Vazquez (Table 2): You have a wall and slab for that? 
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Norland: Yes. We have a wall with targets in it, because that image is different and easier than slab 
on grade. We have a slab with targets in it as well. It helps sometimes, especially on ground truthing 
because you can measure your wall width. Temperature can cause readings to drift. Cold and heat 
will make a change, both in the material on which you are standing and with the equipment. We test 
the encoder, which gives you your distance measurement—where your X and Y location comes 
from. We calibrate that at the start of every job. Part of that is that we change a lot of antennas, but 
still on every job, at the very beginning we measure it out. That is how you calibrate it, to tell you how 
many clicks or pulses there is going to be to represent this distance. Then after that we run it one 
more time to see if it actually measured that distance. It is amazing how much you will find it drifts. I 
just wanted to call your attention to that. Len [LaFond] talked about screenshots—the machine 
actually talking to the cellphone. We use this, and with some of our affiliates where we have a 
questionable image we will take a snapshot and text it or email out to one of our coworkers to see 
what they think. Have they ever seen something like this. It is nice to get a second opinion and you 
can pretty much get that in real time. 

 

Topic #4 – How can both concrete and imaging contractors manage the 

customer’s expectations? 
 

• Oral or written communication? 

• Communication before or after? 

 
Harmon (Table 3): A lot of it is being clear about the limitations of the technology. One person had 
mentioned setting expectations low so that they are really wowed by the service that you are able to 
provide them. A lot of it is also educating the contractors. Lunch and learns can not only be a good 
way to sell and market your services, but also to set those expectations right off the bat before they 
hire you or consider the technology. You are able to show them the limitations beforehand. 
Particularly, do not oversell the technology or your services. 
 
Matt Dragon (Table 3): I believe it is also very important to train your sales people in the field, 
because if you are just training technicians how to talk about GPR to the clients then your sales 
people are going to go out there and either not talk about it, or they are going to give out some wild 
promises so they can win the project. So very important to get them trained on the expectations. 
  
Silla (Table 2): We also spoke about the limitations of the equipment. Most importantly, getting 
signed contracts. A lot of folks do a lot of business over the phone and things are promised verbally, 
but probably the most important thing when you want to meet a customer’s expectations is to write it 
down on a piece of paper and sign it. Then they clearly understand.  
 
LaFond (Table 5): The most important thing is to be frank with the customer and do not paint pretty 
pictures that you cannot deliver. In your terms and conditions that you get signed on every job, 
hopefully, you are going to make it clear that there are limitations to the technology and it is not an 
oracle. It is not going to find everything, every time. The point you have to make, is that it tries to do 
something and it is the best technology available. It is the best tool in the toolbox. And I agree with 
Matt [Dragon] about the training.  
 
Norland: I will reinforce the training. You cannot have enough and you cannot do it often enough. 
On Matt’s [Dragon] point about talking to the sales guys, for those of you that are in the imaging 
business and have a cutting side of the business, sell to the cutting side of the business on what 
GPR can do on a regular basis. Your best salesmen are going to be your cutters, because most of 
them do not trust the GPR stuff as they have probably had a bad experience or they did not hit the 
right spot. So do not forget to walk into your own office and go back to your cutters and have your 
GPR guys sell to them. I cannot stress that enough. They will get rid of a lot of field problems for 
you.  

END 


