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NZ READY MIXED CONCRETE PRODUCTION
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While this situation is welcomed, it brings with it a range of challenges
around resource levels. It seems that almost daily the media report of
the skills shortage faced by the construction sector.

Kia ora readymixers,

In response, the BCITO recently launched a series of Workforce
Development Plans, including three for the concrete industry. Their
intention is to proactively address the issue, in partnership with industry,
to off-set consequences in the medium to long-term. The Plans feature
on page 4. I encourage you to download a copy of the Ready Mixed
Concrete Manufacturing plan.

Welcome to the first issue of the NZRMCA Newsletter for 2017.
The Health & Safety At Work Act came into force on 4 April 2016
amidst a lot of promotional activity, from WorkSafe New Zealand in
particular. It has undoubtedly re-focussed attention on various roles
and responsibilities in this critical area.

Finally, it was great to catch-up with you at the recent combined North
Island meeting in Taupo. This is a tremendous opportunity for Members
to discuss issues of mutual interest. I would like to thank all those that
helped organise the day, as well as those that supported it.

Health & Safety is a key issue for the NZRMCA, and it remains a
standing Business Plan item for the Association. Over recent years we
have issued ‘Safety Alerts’ around cement silos, mixer bowl restraints,
blowback from concrete pumps and concrete delivery to site. The
NZRMCA was also a strong supporter of the CCANZ Health & Safety
At Work Act workshops held in early 2016.

Paul Donoghue
NZRMCA President

In line with this approach, a NZRMCA Health & Safety forum was
organised in Auckland during early April at which a range of relevant
issues, including bowl cleaning, traffic management and benchmarking
were discussed with the intention of forming a common view.
Discussion was robust and informative; with outcomes based around
agreed practice processes and data sharing to be refined and confirmed,
before being communicated to Members.

NEVILLE MELHOP FAREWELLED
It was with great sadness that the NZRMCA learnt of the recent
passing of Neville Melhop. Neville had a long and distinguished career
in the cement and concrete industries. Many will remember him as
a plant engineer based out of Christchurch, who over the decades
worked for a number of NZRMCA member companies and as a
consultant. Neville was also involved with numerous high-profile
engineering projects across the South Island, as well as being active with
the NZRMCA Plant Audit Committee.

We all seem to be “busy making concrete” at the moment, with
Auckland and Waikato notably hectic. A quick glance at the ready
mixed concrete production graph on this page confirms this fact; clearly
showing that output continues to increase nationally.

The NZRMCA offers its condolences to Neville’s family and friends.
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PLANT AUDIT SCHEME – HANDBOOK UPDATE
Other important changes
were instituted to
Guideline G3 - Guidelines
For Plants Checking Of
Batching Weigh Scales
and Guideline - G9
Cement Compliance
With NZS 3104.

An updated copy of the Plant Audit Scheme Handbook was recently issued.
Key changes focus on monitoring and reporting, and include:
•	Where test results indicate that concrete has been supplied with a
strength below the rejection limits of Table 2.8 A or B NZS 3104, a
report including evidence of notification to the concrete purchaser
shall be immediately sent to the Chairman of the Plant Audit
Committee. Note: The Concrete Rejection Report form is available in
the Handbook.

Minor adjustments
were made to standard
(online) reporting
formats and the cost of audit
certification services.

•	With the importance of maximising advance information of strength
quality, it is necessary for all audited plants to ensure that a sample
for 7 day strength testing is taken.
• The NZS 3104 yield test frequency requirements of once a week
shall be increased by an additional test for production over 200 m3
per week.

These changes reflect an ongoing commitment
by the NZRMCA to ensuring quality performance.

PLANT AUDIT SCHEME – ONLINE PLATFORM UPDATE
A redesigned Plant Audit Scheme ‘customer’ website, one of the final
stages in transferring the paper based Scheme to an ‘online platform’,
recently went live.
The customer website, previously updated manually, communicates
automatically with the online platform to maintain a series of lists
containing all audited plants.
The alphabetical lists, either by company name of by region / company
name, provide plant location, MPa along with the plant’s certificate issue
and expiry date.
A new feature is the ability to browse using Google Maps to pinpoint a
plant’s exact location (using latitude and longitude coordinates) as well
as its other details.
For more information visit the PAS customer website at –
www.rmcplantaudit.org.nz

2017 CONCRETE INDUSTRY CONFERENCE
Arrangements for this year’s New Zealand Concrete Industry Conference in Wellington
are well under way.
The conference was last held in Wellington in 2010 – and organisers are confident this
year’s programme will be a repeat of the 2010 event’s success.
Te Papa will host the conference (Thursday 12 – Saturday 14 October) and James
Mackechnie, chairman of the organising committee, says the National Museum is an
excellent venue.
“It’s very central with easy access to hotels. The conference rooms are bright and modern
with great facilities and big screens – as well as a fantastic area for trade displays.”
In addition to the diverse range of presentations and discussions, the programme includes
the formal conference dinner and awards evening, as well as a choice of social activities for
partners.
For more information visit the Conference website – www.theconcreteconference.co.nz
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ASSOCIATION CONSOLIDATION
the Concrete
NZ Board will
be comprised of
representatives from the Sector Groups (i.e. cement, concrete masonry,
ready mixed concrete, precast and the Concrete Society).

The memberships of the concrete industry associations participating in
consolidation discussions voted to combine into a single incorporated
society at the various Annual General Meetings held during late 2016.
Over the next six months or so the Consolidation Working Group will
continue to meet regularly as the Consolidation Project Board to develop
and implement (in consultation with Adam Leach as Project Manager) a
transition plan towards launching Concrete NZ.

The Concrete NZ Board met for their inaugural meeting in mid-March,
at which resources were allocate for the Concrete NZ launch. It is
anticipated that the Concrete NZ launch will be celebrated with an event
in Wellington during the third quarter of 2017. Between now and then
however, NZRMCA Members will continue to be updated on important
milestones, including brand development.

To date this process has involved registering Concrete NZ as an
incorporated society, and defining administrative and financial functions.
As outlined in the Concrete NZ Rules, the CCANZ Board will act as the
Concrete NZ Board for the first 12 months of its existence. After which

CCANZ BASEMENT DESIGN GUIDE

CCANZ BG 01

BASEMENT DESIGN GUIDE FOR NEW ZEALAND

solutions recommended depending
on whether the soil is, for instance,
self-draining or if ground water
is present. Solutions will cover
watertight concrete, cavity draining
build ups and membrane options.

CCANZ has recently published Concrete and Concrete Masonry
Basement Design Guide (BG 01:2016).
The Guide is intended as an overview to inform the initial design
process for underground structures. It covers the use considerations for
basements and site characteristics, describes suitable design methods,
and discusses the selection of materials.

Concrete and Concrete Masonry
Basement Design Guide (BG 01:2016)
can be downloaded from the
CCANZ website – www.ccanz.org.nz

The Guide provides solutions for a watertight below ground concrete
structure across four separate categories, each requiring different levels
of watertightness.
Special attention will also be given to soil-type, with different watertight

VDAM RULE UPDATE
The Land Transport Rule: Vehicle Dimensions and Mass 2016 (the
VDAM Rule) replaces the previous 2002 version. It sets vehicle size and
weight limits, and vehicle configuration requirements, and is intended
to strike a balance between heavy vehicle risks, and their efficient
operation within the constraints imposed by the road network.

operate, inspect, manufacture or permit
heavy vehicles. Amongst the changes is
an allowance for specialist vehicles (e.g.
concrete trucks) to exceed general
access axle limits under permit.

The primary reason for the review was to deliver productivity improvements,
greater regulatory efficiency and reduced compliance costs without
compromising the road transport system and road user safety.

For more information
visit the NZTA website www.nzta.govt.nz/commercial-driving/
permits/specialist-vehicle-permits

On 1 February 2017 the VDAM Rule 2016 came in effect. While
most of the changes are small, they may have an impact on how you

BCITO WORKFORCE DEVELOPMENT PLAN
The construction sector is reaching crisis point - demand for new
homes and other builds is at unprecedented levels, but New Zealand
doesn’t have enough people to keep up.

action now and develop a workforce
that best meets current and future
needs.

If collective action isn’t taken now, there is a real risk that the sector will
not be able to meet future demand.

To begin, get familiar with the
Workforce Development Plan
that BCITO has created for the
ready mixed concrete sector at –
www.bcito.org.nz/employers-industry/
wdp-2016

BCITO is leading a significant Workforce Development project to
support construction industry businesses and employers to develop
a workforce that has the capability and capacity to meet current and
future needs.

Also see page 5.

They are committed to working together with industry partners to take
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BCITO apprentice Anna Clearwater is looking forward to working in the building trade

FEMALE WORKERS UNDER-REPRESENTED
“We need to educate and change these attitudes.You just have to look
at other employers, such as the NZ Police, which have made a concerted
effort to attract more women and been very successful.”

While the proportion of women working in the construction sector has
increased over the past ten years, data shows they are still heavily underrepresented on building sites across New Zealand.
A PWC report, Valuing the role of construction in the New Zealand economy,
stated that female employment in the core construction sector has grown
at a faster rate than for males in the past decade, which has caused the
ratio of male to female workers to fall from 6.3:1 in 2005 to 5.9:1 in 2015.

FUTURE PLANNING
BCITO’s Workforce Development Plans are aimed at a number of trades,
including carpentry, all of which were developed alongside extensive
industry consultation.

That growth has seen 5,887 female workers join the construction sector in
the ten years to March 2015 – equivalent to a 45% increase.

Mr Quinn said that, based on the feedback they received, the next
stage is to develop tactics for each sector that are relevant to the work
currently being undertaken, with key projects resulting from the workforce
development plan including:

Perhaps surprisingly, figures from the past two years show that mean hourly
earnings in core construction for females are higher than for males and,
in 2015, women earned an average of $27.96 per hour compared to the
industry median of $22.75.

• Establishing a BCITO virtual schools academy for prospective
apprentices.

However, when translated to mean weekly earnings, males earned more
than their female equivalents – indicating that men in construction work
more hours than women, which could be attributed to more women
working in part-time or support roles.

• Creating and implementing a marketing plan for each sector to
change perceptions.
• Investigating channels into industry and responding to barriers.

This is supported by data published by BCITO in its Workforce
Development Plans, showing the number of female support staff working in
trades far outweighs the number of trade-qualified females.

• Rolling out mentoring programmes for apprentices and employers.

BCITO chief executive Warwick Quinn acknowledged that positive
progress has been made, but said that women are still under-represented
in construction.

• Creating digital tools for employers, including a best practice toolkit
and information hub.

“For trades under BCITO’s coverage, the number of female apprentices
increased by 22% from the beginning of 2014 to the end of 2015, but the
total percentage of female apprentices is a very small portion, at around 2%.”

“We also have a couple of specific strategies focused on the long-term
work predictions and skill demands in the ‘Golden Triangle’ (Auckland,
Hamilton and Tauranga), as well as more flexible learning packages to better
align with how businesses are structured,” he said.

• Celebrating and promoting industry success.

• Raising the perceived value of qualified tradespeople.

“Attracting women into the trades is a real opportunity; at the moment,
it is an untapped market. We do, however, have a couple of challenges in
this space: firstly, to convince them that a career in construction is a genuine
option,” said Mr Quinn.

Article first appeared in PlaceMakers Under Construction, February 2017.
Image: BCITO

“The second challenge is having an industry that is happy to employ
women. We have many firms that would love to, but we also still have a fair
few that are less enthusiastic and for all the wrong reasons.
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A RESILIENT CONCRETE RESEARCH ROADMAP
A successful Roadmap will ensure everyone benefits, and that
engagement will continue even if some sector needs don’t appear to be
met immediately.

In partnership with BRANZ, CCANZ has (with NZRMCA input)
developed a Research Roadmap for the wider concrete industry under
the unifying theme of resilience. Canvassing opinion from within the
concrete industry along with stakeholders in government, engineering
and academia, the Roadmap identifies common research areas, and
articulates these as a series of goals.

CURRENT RESEARCH LANDSCAPE
The international scale of the concrete industry is huge, as is its
investment in research. For instance, prior to their 2015 merger
LaFarge and Holcim spent close to 100M euro per annum.

Specific research projects to achieve these goals form the final
component of the Roadmap.

There are a number of incentives for pursuing research, ranging from
academic interest right through to product development.
It is critical in a small economy such as New Zealand, with a small
number of experts, that our research efforts are suitably focused – we
simply cannot afford to be working at cross purposes.

In drafting the Roadmap a methodology was also developed, one which
examines a range of influencing factors such as resource availability and
the current research landscape.
The methodology is holistic in that it studies the entire construction
supply chain to ensure that concrete related research is considered
across all stages.

ADOPT, ADAPT AND ADEPT
With an appreciation of the current global and domestic concrete
research landscape the Roadmap proceeds under the assumption that
New Zealand will not, and simply cannot, attempt to be world-leading
in all possible disciplines, but rather a mixture of customer, innovator
and in a small number of cases, a front-runner.

RESOURCE AVAILABILITY
A key problem with an overarching research strategy is to accept that
possible demand exceeds the resources available. As such the exercise
quickly becomes, consciously or not, one of prioritisation.
The Roadmap therefore acknowledges that prioritisation may occur, but
it will be an outcome of understanding research needs.

The Roadmap defines these roles as adopt, adapt and adept.
• Adopt - a customer of products, expertise and technologies
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disciplines and across stakeholders. It was also clear that the industry
appreciates that a quality outcome is the result of the efforts of
everyone involved and that excellence in one link of the supply chain
does not make up for weaknesses in others. After all, quality fresh
concrete is not what people want when they purchase concrete – they
want the finished product!

developed elsewhere. Examples include imported cement,
admixtures, structural design innovations and software.
• Adapt - informed selection of existing products and services but
with a significant adaptation of their standard use or application.
An example might include adapting concrete admixtures for
New Zealand’s high UV levels.

These areas of concern were teased out under a unifying theme of
resilience within and across the supply chain.

• Adept - widely acknowledged as domain specific experts. An
example being capacity design principles developed by Paulay, Park
and Priestley at the University of Canterbury.

The final list of project areas identified (not prioritised) is:
1. Overseas Concrete Formulations/Practices

METHODOLOGY

2. Carbon Pricing

To ensure the methodology for arriving at the Roadmap is inclusive,
concrete related concerns across the supply chain were accounted for
- from constituent materials, concrete supply, design and construction,
ownership and maintenance, as well as end-of-life.

3. Demographics
4. Investor Incentives
5. Stranded Assets
6. Specific Single Points of Failure in the Workforce

The complex interaction between these stages of the supply chain
was considered, along with their relationship with investors, project
managers and consultants.

7. Materials Science
Each of these topic areas is rich in expertise. The hope and expectation
is that the industry will take up the challenge of adopting the results of
this project and begin acknowledging the feedback from the participants
that was so generously given.

MOVING FORWARD
A number of common themes based around security of supply,
adoption of overseas technology and workforce demographics and
capability were identified in the first phase of the project. It became
apparent that a significant number of the views and suggestions by
participants were looking to build and support expertise within


Developing
the Concrete Sector’s 10 Year Research
Roadmap can be downloaded from the BRANZ
website - www.branz.co.nz
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FRESH CONCRETE PERFORMANCE GUIDELINES FOR
CONSTRUCTION PROJECTS IN NEW ZEALAND
JAMES MACKECHNIE
INTRODUCTION

concrete (e.g. grade 30 MPa and higher). Protection offered by antievaporative sprays or other measures are essential when concrete
is cast outdoors. Local materials will also influence the bleed rate of
concrete such that Christchurch concrete made with natural aggregates
may have half the bleed rate of that found for Auckland concrete using
crushed aggregates.

Fresh properties of concrete are sometimes poorly defined in
construction projects with these properties being either ignored or
specified in an impractical manner that unnecessarily limits flexibility
and/or productivity.
Clearer guidance is required for slump, air content, segregation, bleeding
and setting time if this situation is to be improved. Important fresh
properties of concrete are illustrated in Figure 1.

SEGREGATION
Segregation is the separation of constituents in a mixture leading to an
uneven distribution of materials that can affect strength and durability
of concrete. Structural concrete at normal slump levels of 100-150mm
is sufficiently cohesive that segregation will only occur through poor
placing practice or excessive vibration.

SLUMP TESTING
Slump testing measures the consistence of concrete from which the
workability of a specific mix can be estimated. Slump targets have been
increasing over the last few decades as water reducing admixtures have
decoupled the relationship between slump and compressive strength.
Many specifications have ignored these developments while some have
seen slump as the property that designers can use to compensate for
a lack of site supervision on projects. This has led to several myths
persisting in the structural engineering fraternity, including linking lower
slumps with better quality of concrete.

Self-compacting concrete is more vulnerable to segregation due to the
more fluid nature of the paste and testing is routinely undertaken to
confirm the segregation resistance of SCC mixes. Segregation testing
does however have different levels of complexity. Simple methods,
such as the visual stability index are intended for site control, whereas
more elaborate methods such as the column segregation test are more
appropriate for development trials in the laboratory.

Specification should avoid prescriptive slump limits but rather should
allow contractors to nominate an appropriate slump, which then
becomes the performance target.

SETTING TIME
Setting of concrete is the onset of rigidity such that final set is the
start of strength development of the material. Setting reactions of
cementitious materials are complex and involve a series of chemical
reactions with calcium silicate and aluminate phases, and also involve
sulphate interactions from gypsum used for set control. These chemical
reactions are dependent on temperature with reaction rates doubling
every 10-20 ºC.

AIR CONTENT
The durability requirements for air entrainment of concrete in the
New Zealand Standards are poorly understood and need to be clearly
stated in order to avoid confusion. See Figure 2.
• Air entrainment does not provide any anti-freeze benefit to fresh or
setting concrete since all concretes are extremely vulnerable to frost
damage during the first few nights after casting.

Specifying limits on concrete temperature must be done with caution
as lower limits of 15 ºC and upper limits of 25 ºC are unnecessarily
restrictive and not consistent with the recommendations in NZS 3109
Concrete Construction. Chemical admixtures allow a much wider range
of concrete temperatures to be used in practice, with controlled setting
still possible between 5 and 30 ºC.

• Lower grades of concrete (typically 17.5-25 MPa and 17.5-30 MPa
in the south of the South Island) require air entrainment since these
concrete have relatively high water/cement ratios and are more
vulnerable to freeze-thaw action.
• Lower strength concrete is generally air entrained regardless of
exposure since there are other benefits to these mixes such as
improved workability and material savings.

SUMMARY
Several fresh properties can be identified as being measurable
unambiguously and may be relevant to specific projects. Table 1 gives
more details about these fresh properties in terms of relevance, design
limits, tolerances and Standards.

• Higher strength concrete may require air entrainment if the surface
is exposed to multiple freezing cycles per annum (structures at
higher altitudes or freezer rooms entrances).

While specifications for consistence and air content have some
justification for having limits that require relatively strict compliance,
other fresh properties such as bleed, segregation and setting time are
more rarely specified, and limits are only generally applied in the event
of lack of performance in that specific area.

BLEEDING AND SETTLEMENT
Bleeding occurs in response to settlement of solid constituents and
helps protect the surface from drying since excessive drying can cause
plastic shrinkage cracking. The bleed rate of concrete reduces with
increasing cement content and decreasing water content and porosity
caused by improved particle packing. Evaporation of bleed water off
the concrete surface is strongly influenced by wind speed and humidity
as well as the air and concrete temperature. Drying will quite often
exceed the bleed rate when dealing with commercial or infrastructure

This article is based on the paper Fresh Concrete Performance
Guidelines for Construction Projects in New Zealand
by James Mackechnie, presented at the 2016 New Zealand Concrete
Conference in Auckland.
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Figure 1: Map showing the main fresh properties of concrete and influences

Water freezes below zero internally
due to size and solution chemistry
Entrained voids: -3 ºC
Large capillaries: -5 ºC
Med. capillaries: -8 ºC
Small capillaries: -12 ºC

Void

Hardened
cement paste

Pressure relief
in voids from
ice expansion

Gel pores too
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ice internally
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Large: diameter 50-1000 nm
Medium: diameter 10-50 nm
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Void
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Figure 2: Concrete microstructure response to freezing

Fresh property

Relevance

Design limits

Tolerances

Relevant standards

Consistence
(Slump)

Assesses workability of concrete
and consistency of supply

Depends on the application
- best nominated by the
contractor

± 30mm for a representative
± 40mm for a snatch sample

NZS 3104
NZS 3109

Air content

Freeze-thaw resistance and used
for workability

< 2.0 % mild
4-5 % mod.
6% extreme

± 1.5 % for
all samples

NZS 3101
NZS 3104

Bleeding

Protects concrete surface from
plastic shrinkage cracking

Bleed capacity is sometimes
specified at 1-3%

None

ASTM C403
AS 1012.6

Segregation

Provides some robustness for
handling of SCC

Column seg. < 5%
Penetration <10mm

None

ASTM C1610
ASTM C 1712

Setting time

Predicts setting time of concrete
provide conditions are controllable

Typically 6-12 hours depending
on strength of concrete and
environment

None

NZS 3112 Part 1:10
ASTM C232
IS 8142-1976

Table 1: Fresh concrete guidelines, limits, tolerances and standards
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PROJECT FOCUS - SUPACRETE - PAENGAROA CYCLEWAY

A converted asphaltic pavement machine was used to create the bulk of the 11 kilometre cycleway

A SMOOTH RIDE IN THE BAY OF PLENTY
The Paengaroa to Te Tumu Road Cycleway Project completes the
Tauranga Eastern Link walking and cycle path from the future Papamoa
East interchange through to Paengaroa - a total of approximately 11
kilometres.

• A modified delivery conveyer
• New skids and edge guides
• A weighted floating vibrating finish screed
The concrete mix design by Brett Beatson of Beacon Technical Services
had to consider:

Local Government specification was to produce a 4.3 kilometre by
2.2 metre wide concrete shared walking and cycle path undulating in
keeping with the landscape. The path was to be completed for public
access no later than 24 December 2015.

• Aeration for slip forming
• Retardation due to location
• Plastic shrinkage due to warmer weather

Downer NZ, having been awarded the contract, met with Supacrete
Concrete to consider options to complete the task economically and
within the tight timeframe. The opportunity of converting an asphaltic
pavement machine appealed for the following reasons:

• Be robust enough to hold form
While pockets of the project required conventional concrete placing
methods most was undertaken with the modified pavement machine.
Averaging over 150 lineal metres per day the pavement machine
finished on 4 December, while non mechanical work on the project
wrapped-up on 22 December, allowing (as planned) cyclists to burn off
Christmas lunch from Boxing Day onwards.

• The pavement width was conducive to the pavement machine and
suitable for concrete trucks to operate safely on.
• It eliminated boxing and the cost of self forming concrete.
• Time management efficiencies could be achieved that allowed
project flow.
On 30 October a trial was undertaken to ascertain the machine’s
abilities and suitability of the concrete mix design. Work commenced
on 5 November at the Te Tumu Road end of the project with a machine
that boasted:

Project

Paengaroa to Te Tumu Road Cycleway Project

Client

Western Bay of Plenty Council

Consultant

Beacon Technical Services

Contractors

Downer NZ

NZRMCA Member Supacrete Concrete
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PROJECT FOCUS - SUPACRETE - PAENGAROA CYCLEWAY

Non mechanical work on the cycleway was completed just before Christmas, allowing almost immediate public access
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PROJECT FOCUS - FIRTH INDUSTRIES – WATERVIEW CONNECTION SUPER TEE BEAMS

Self-Consolidating Concrete was used due to the large quantity of beams and their and cross-sectional area properties

SUPER POWERED BEAMS FOR WATERVIEW
The Waterview Connection specification for Super Tee concrete
required a strength of 60MPa at 28 days, a maximum shrinkage of
750µƐ and a 100 year design life. Wilson Precast, who manufactured
the beams, also needed to achieve 40MPa overnight to allow strand
de-stressing at a minimum of 38Mpa.

placement duration and the demoulding strength requirements, Firth
carried out an extensive trial program to develop a mix that would tick
all the boxes.
A cycle of laboratory trials followed by full scale tests was undertaken.
Numerous aggregate compositions, various combinations of admixtures
and alternative binder types were all investigated. Laboratory testing
was used to evaluate the concrete for self consolidating properties and
early age strengths from match curing. Full scale batches were then
delivered to Wilson where the robustness of the mix, practicalities of
the concrete, usable life span and overnight strength testing could be
evaluated.

Wilson wanted to utilise Firth Industries’ expertise and create a selfconsolidating concrete for this work due to the large quantity of units
and the cross-sectional area properties of the beams, which would have
made it difficult to place and compact with a standard structural mix
The units were too large to be poured inside the factory so were to be
poured outdoors, using a heating system and thermal blankets. Wilson
provided Firth with a theoretical time-temperature profile, which Firth
used throughout the mix development phase by match-curing trial
cylinders in water baths to the exact curve provided. This allowed an
accurate strength-time profile to be developed for the concrete, giving
surety to Wilson that turnover rates would be maintained.

The concrete plant at East Tamaki was upgraded with a set of live
storage bins and a new computer batching system to enable this highly
technical mix to be batched consistently time and time again.
The Super Tee Beams were supplied into one of New Zealand’s largest
roading projects and formed a large part of the overall project risk.
The Firth Super Tee mix met all the required technical specification
parameters, was delivered on time and to a high level of consistency.
This resulted in a high performing product, a satisfied customer and end
principal in New Zealand Transport Agency (NZTA).

Due to the layout of the outdoor moulds, Wilson required three trucks
on site before each pour could start. This meant that the mix needed
to maintain a state of fresh workability for a period of time. However,
the mix also had to accommodate the conflicting requirement of setting
quickly to allow the concrete to gain strength fast enough, and to
reduce plastic shrinkage risk from placing a low-bleed concrete into thin
flange and web sections. The mix also had to allow Wilson to keep the
peak temperature in each beam below 70°C.

Project

Waterview Connection – Super Tee Beams

Client

New Zealand Transport Agency (NZTA)

Contractors

The Well Connected Alliance
Wilson Precast

Due to the complex nature of the technical specification, the
operational constraints imposed by the cross sectional area, the pour/

NZRMCA Member Firth Industries
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PROJECT FOCUS - FIRTH INDUSTRIES – WATERVIEW CONNECTION SUPER TEE BEAMS

Firth Industries’ Super Tee mix met specification parameters, was delivered on time and to a high level of consistency
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INTERNATIONAL STORY – USA

CUSTOMER SERVICE - ALL TALK OR ALL TRUTH?
Jon Hansen, NRMCA Senior Vice President, Local Paving
the tire there, was not happy and wanted a refund. The price tag was
still attached to the tire, so the customer service person refunded, in
cash, the amount on the price tag. But here is the catch: Nordstrom
has never sold tires. A store policy, from the top down management,
instils a customer service core to the success of Nordstrom. To this
day, walking into a Nordstrom store a shopper will experience a level
of customer service unlike any other store. Are Nordstrom’s prices the
lowest in the mall? Not by a long stretch, but everyone gladly hands
over their hard earned money and leaves the store feeling good about
their purchases. I’m not sure what the price of the tire refund was, but
it was no doubt the best public relations money Nordstrom ever spent.

My kitchen faucet is leaking. Being the detail
geek I am, I went online to find the diagram of
the faucet, identified the repair part I needed,
wrote down the OEM part number and headed
to the local home center. While looking for
the part by number, the helpful home center
guy told me that my faucet was obsolete and
even though it no longer kept parts on hand,
Jon Hansen
all I had to do was call an 800 number, which
he provided, and talk to the factory. “This company is very good at
customer service and they will ship you the parts at no charge,” I was
assured. Returning to my car, I called the number, was greeted by a
recorded message that told me how important my call was, and after
going through a laundry list of options to get to repair parts, was told
my call would be answered soon. Some 10 minutes passed, I switched
my phone to hands free and drove home, a 15 minute drive. I waited
in my driveway on hold another 20 minutes, with assurance that my call
was very important and someone would be with me shortly. When my
wife came out to tell me it was time for dinner, I had been on hold for
45 minutes, with a monotonous recorded assurance every 15 seconds
telling me how important my call was. It made me wonder about a
couple of things. First, how did this company convince the home center
guy that it was so good at customer service and second, if my call was
so important, wouldn’t you have someone answer the phone?

What is legendary customer service in the ready mix industry? Is it
giving away product to fix a bad installation? Is it giving a cash discount
when you pay your bill on time? Or is it as simple as having a live
person answer the phone? I didn’t have the answers, so I sent a
single-question survey to a large group of concrete contractors across
the nation. This group represented commercial concrete contractors,
not the ones who do small scale residential work, nor are they the
ones who do main-line roadway paving. They are also the ones who
represent a sizeable investment in their own companies, with the
average respondent having over 20 years in the business. They were
asked this simple question: What is the first single item you would expect
from a ready mix concrete producer who tells you we provide excellent
customer service? Of the 60% of the concrete contractors who
responded, each response fell within three items that they felt reflected
excellent customer service. Listed in order of importance, they are:

One of the great urban legends of customer service, although
the company claims the story is true, comes from the Nordstrom
department store chain. The story goes like this: a man returns a tire to
the Nordstrom service desk at a store in Canada, claiming he bought

1. Delivering the right mix, within the required specs;
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2. Having a point person or someone whom they can communicate
with quickly before, during and after a placement; and

“In every endeavour, we will add value to the lives of our customers,
employees and suppliers in a positive and professional manner.”

3. On-time deliveries.

And below the Geiger Way on the card is listed the company Core
Values.

That was it. And when I boiled it down further, one key word came
up in every category: Communication. Communicate with me. Tell me
what is going on. Make it easy for me to communicate with you. Some
additional comments are also worth noting:

1.
2.
3.
4.
5.

• “Quality product, on time deliveries and knowledgeable, responsive
staff. I think it takes all three components to provide excellent
customer service.”

We will be “On Time and Hustle”.
Honesty and integrity will guide us in all we do.
We will seek continuous improvement.
We will compete for profits that are necessary to reach our goals.
We will show respect for our community and environment.

Steve McDonald, CEO and President of Geiger Ready Mix, explained
it to me this way: “These are the core values and commitment to
customers that built Geiger into the company it is today. We put this
on our business cards not only for our customers to see, but also to
remind everyone in our company, every day, of the Geiger Way of doing
business.”

• “I would expect the ready mix producer that provides excellent
customer service to be responsive to our needs, provide timely
delivery of concrete, be available to work through a problem when
one arises and always be dependable as a team player to make
every project successful.”
• “Quality Control, You can never have enough quality control from
the start to the end of any ready mix production. I am dealing
with a project right now that has a Florida-based design team that
comes from a very humid area with a project located in the driest
place in the United States, California. No precautions were made
for concrete curl and dry shrinkage because of the lack of effects
that humidity plays on concrete during construction. Ready mix
companies in the same respect should provide knowledge on this
because they represent that specific location.”

Customer service, either good or bad, will define any company. Where
most consumers see ready mixed concrete as a commodity item,
producers who bring added value to their product with unique or
customer driven customer service practices stand to gain the most.
Maybe it is not taking back something you did not sell, like Nordstrom
did, but simply capitalizing on what you do well every day and letting
your customers know, like The Geiger Way.
As for my kitchen faucet, it still leaks so I went online again and ordered
parts, this time paying for them and the shipping cost. The offer of free
parts and the claim of great customer service from the home center
guy just didn’t balance out. See what I really wanted was someone to
talk to when I called their customer service number, but we already
touched on the topic of communication, didn’t we?

One company I met a couple of years ago takes customer service to a
higher level, but in a unique way. Instead of getting into the customer
service claim, it places its company mission statement, along with its
standard business practices, on business cards. In Western Missouri and
Eastern Kansas, under the heading of “The Geiger Way” an NRMCA
Producer member has the following printed on every business card:

Article first appeared in the Fall 2015 issue of InFocus, and was
reproduced with kind permission from the National Ready Mixed
Concrete Association (NRMCA).
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KEY DATES
NZRMCA NATIONAL COUNCIL MEETINGS
MEETING

DATE

TIME

VENUE

Council

Wednesday, 10 May 2017

9.30 a.m. to 3.00 p.m.

Wellington

Council

Wednesday, 9 August 2017

9.30 a.m. to 3.00 p.m.

Wellington

AGM

Thursday, 12 October 2017

3.30 p.m. to 5.00 p.m.

Wellington

Council

Wednesday, 8 November 2017

9.30 a.m. to 3.00 p.m.

Wellington

FUN (CONCRETE) FACT
CONCRETE TRAFFIC

Wolf Vostell’s Concrete Traffic in its new location. (Photo by Christine Mehring)
“happenings” – that offered unique opportunities to engage with a crucial
art historical moment and movement, and to explore the intensities with
which an artwork can form and transform its publics.

Concrete Traffic is a large outdoor sculpture consisting of a 1957 Cadillac,
which save for its undercarriage and whitewall rubber tires, is encased in
concrete.
Conceived by the German Fluxus artist Wolf Vostell (1932-1998) as
an “instant happening” and an “event sculpture”, Concrete Traffic was
commissioned by the Museum of Contemporary Art in Chicago.
Over the course of several weeks in late December 1969 and into January
1970, local artisans made the moulds for the sculpture according to the
artist’s instructions. On 16 January 1970, at a busy parking lot, contractors
poured concrete into the moulds, which when removed, revealed a
concrete sculpture bearing the contours of the Cadillac embedded within.
Following several months (and many parking tickets) the sculpture was
gifted to the University of Chicago, and in June 1970 it was transported via
a flatbed truck to its new location just outside the University.

Wolf Vostell’s Concrete Traffic, January 1970. David Katzive (Collection
of the Museum of Contemporary Art Chicago. Photo ©MCA Chicago)

It remained in this location for nearly 40 years, when in 2008 it was placed
in storage to make way for the construction of a new Arts Centre. On
01 October 2016 the sculpture was installed in the University’s North
Parking Garage following extensive restoration.

References: University of Chicago (Arts). Concrete Happenings. https://arts.
uchicago.edu/concrete-happenings

Concrete Traffic’s return also kicked off Concrete Happenings – eight months
of free campus exhibitions, performances, film screenings, and symposia or

The Neubauer Collegium for Culture and Society. Material Matters. http://
neubauercollegium.uchicago.edu/faculty/material_matters/the_history_of_
wolf_vostells_concrete_traffic_1970/

NZRMCA NEWS IS DISTRIBUTED OCCASIONALLY IN HARDCOPY AND ELECTRONICALLY TO AROUND 500 INDIVIDUALS.
EDITORIAL OR ADVERTISING ENQUIRIES CAN BE DIRECTED TO ADAM LEACH (04 915 0383 OR ADAM@CCANZ.ORG.NZ).
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