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YOU A R E  YOUR OWN PU B L IC  R E L A T IO N S COUNSEL

Editor’ s Note: This is the third and last of a series of articles devoted to developing good Public Relations between 
the Surveyor and his Client and between our Association and the Public. The two preceding articles were published 
in the October, 1963 and January, 1964 issues .

Why P ublic  R e la t io n s?  What* s It To You?

The a n sw ers  are s im p le .
It is  the c lient who d e term in es  the s u c c e s s  o f your p r a c t ic e .  The balance o f  this 

s u c c e s s  depends on the im p r e s s io n  o f  S u rv ey ors  in the public m ind.
C lients fo r m  their im p r e s s io n s  o f our A s s o c ia t io n  through contacts  with individual 

S u rv e y o rs .  And som e o f  us m ay  not even  r e a l iz e  that helping to build  and m aintain good 
public  re la t ion s  with the public  is  part o f our p r o fe s s io n a l  r e s p o n s ib i l i t ie s .

We cannot a f fo rd  to have c lien ts  who are  anything le s s  than the b est  o f fr ie n d s .  
F r ien d s  can be depended upon fo r  understanding, fo r  sympathy, or  fo r  support. We need 
them  a ll.  If we m ake fr ien d s  of our c lien ts  they w ill  a lw ays give us a fa ir  hearing . Our 
A s s o c ia t io n  d o e s n !t need  anything m o r e  -  but it can 't  settle fo r  l e s s .  That1 s why we 
need PR .

PR IN THE FIE L D

In the f ie ld  we should be p re p a r e d  for  anything.
And being p re p a r e d  is  part o f public  re la t io n s .
Whether you are  the su rv ey or  or  a su rvey  tech n ic ian  -  or  in any pos it ion  w here  you 

talk to the public -  the contact in v o lv es  public  re la t io n s .
L ook  at it the other way. You and your staff know how skillfu l and e ff ic ien t  you a re .  

But does  the public  know ?
The only way the public can m ea su re  your e f f ic ie n c y  is by evaluating the im p r e s s io n  

you leave with them .

You A re  The F i r m

F r o m  the m om ent you m eet your c l ien t ,  w hatever you say or  do a ffe c ts  the 
im p r e s s io n  your c lient has both of you and your f i r m .  You have a public  re la tion s  
re sp o n s ib i l i ty ,  s im ply  b eca u se  you  are  under ob serv a t ion  all the t im e .

Sum F o r  S u cce ss

P eop le  re a c t  inst in ct ive ly  to f r ie n d lin e ss  and co u r te s y .  Our re la tion sh ip  with the 
client should add up like this:

S e r v ic e  
U nder standing 
C on sid era t ion  
E f f ic ie n c y  
S a tis fact ion  
S in ce r ity
We can add these up to SUCCESS in our public  re la t io n s .

P o o r  P R  Habits

F ir s t  on the l is t  is a la ck  of c o u r te s y ,  fo l low ed  by in d if fe ren ce  to the fee lin g s  and 
attitude of c l ien ts  and a la ck  o f know ledge , or  fa i lu re  to give in form ation .

Another im portant one is  our p e rso n a l  a p p earan ce .  R e m e m b e r  the man who needs 
a shave or  a ha ircut  is n o t iced  im m ed ia te ly  w h ereas  c lea n lin ess  is taken fo r  granted.

One other e x tre m e ly  im portant point is ta c t le ss  speech  - in plain w ord s  - sw earing .



Avoiding  A u to c ra cy
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One o f the w o rs t  im p r e s s io n s  one can crea te  is by being a u tocra t ic .  D on ft fa ce  an 
angry ow n er ,  who has o b je c te d  to your entry  on his  p ro p e r ty ,  by prod ucing  your 
A s s o c ia t io n  m e m b e rs h ip  ca rd  fo r  h im  to read  you r statutory p o w e r s ,  n a m ely ,  "r igh t  to 
enter land and b u i ld in g s " .  Your ca rd  p ro v id e s  a ready  r e fe r e n c e  to such " r ig h t "  if  you 
req u ire  p o l ice  p ro te c t io n  or  a cou rt  o r d e r .

Why is the ow ner a n g ry ?
You m ay have on the p rev iou s  day, in his a b se n ce ,  or  a su rv ey or  has at som e tim e 

in the past cau sed  d am age , in his op in ion , to his p ro p e rty  by digging fo r  s takes , tr im m in g  
his shrubs, e tc .

You w ill  be better  o f f  with a little  tact and sense of hum our, which  so often goes  a 
long way. A cou rteou s  explanation  of the need fo r  the w ork  and that it w ill  be c a r r ie d  
out in a rea son ab le  m anner w ill  in variab ly  sa tis fy  the ow ner that you are taking his 
in te res ts  into con s id era t ion .

A c r e w  o f  a la rge  utility  was tr im m in g  t r e e s  on private  p ro p e r ty .  The ow n er ,  an 
intelligent w om an, said  she knew that w ork  was n e c e s s a r y  but asked , "D o they have to 
look  so happy while they are  doing i t ? "

Fortunate ly  being tactfu l and having a sense of hum our she said it with a sm ile .
B eca u se  each  of these  p oor  habits c rea te  im p r e s s io n s  in p e o p le ! s m in ds , it b e c o m e s  

our re sp o n s ib i l i ty  to guard against them .

P eop le  A re  D ifferent

E v e r y  situation we m eet  in the f ie ld  ra is e s  its own p r o b le m s .  Even though it 
m ight be s im ila r  to o th ers  - even  identica l - the people  involved  are d ifferen t .

One thing we m ust n ever  lo se  sight of is  that the man in the f ie ld  has to act on his 
own. Another is  that in m any c a s e s  you  are  at a disadvantage b eca u se  you are on the 
client* s hom e ground w here  he is the top man.

We all have too ls  that we can use e f fe c t iv e ly  to crea te  a good  im p r e s s io n  on the 
p u b lic .  T hese  include v o i c e ,  sm ile ,  s e l f - c o n t r o l ,  sense o f  hum our, a c c u r a c y  and 
en th u siasm . P rob a b ly y ou h a v e  other techniques  you  use as w e ll .

Use them  with the c lient and you can*t go w ron g .

P eop le  A re  A  Challenge

When f i r s t  contacting the c lient g ree t  h im  e a s i ly  and co u r te o u s ly .  W h erever  
p o s s ib le  use his nam e.

L isten  to your client* s s tory  and get all the fa c ts  by tactful question ing. If you can 
solve  the p r o b le m  y o u r s e l f ,  do it im m ed ia te ly .  O therw ise  te l l  h im  that you w ill  look  
into the m a tte r ,  when you get b ack  to you r o f f ic e  and make sure that you  do som ething 
about it.

We have all got our share o f p ro b le m s  - but it is  of the utm ost im portan ce  that they 
do not o v e rw h e lm  us so that we fo r g e t  that card ina l rule o f showing a genuine in terest  
in other people  and their  n eed s .

W h erev er  you go , or  w hatever you  do, there is nothing as in teresting  and as 
challenging as p eop le .

A  s u c c e s s fu l  contact with a client w ill  invariab ly  leave you with a fee l in g  of 
a c co m p lish m e n t .

T h ird  And F inal

This  is  the th ird  and final a rt ic le  in a s e r ie s  devoted  to good P u blic  R e la t ion s .
True  they have been  a reh ash , to som e d e g r e e ,  of a publication  p re p a re d  by a large



P u blic  utility  fo r  guidance in dealing with the p u b lic .
Som e s u r v e y o r s  m ight say , y e s  that! s f in e ,  in fa ct  they m ay say that em p lo y e e s  of 

P u b lic  u til it ies  are  ob lig ed  to ca ter  to the public  but we are d i f fe ren t ,  we are in private  
p r a c t i c e .  Our b u s in ess  is  our own and it doesn*t m atter  too  m uch what the public  think; 
we should be te ll in g  the public  what they m ust do.

T h ose  su r v e y o r s  who think that way cou ld  not be m o r e  w ron g . If m y a r t ic le s  have 
done no m o r e  than to give a bit d ifferen t  slant on this m atter of P u b lic  R e la t ion s ,  they 
w ill  have se rv e d  their  p u rp ose .

W. H a rry  W ill iam s
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CHANGES IN O F F IC IA L  REG ISTER

Date
1964 Nam e

R eg .
N um ber R e m a rk s

Jan. 6 YATES, C h arles  R o b e r t 533 D e ce a se d
11 8 FISHER, C h arles  P a rk e r 852 R e t ire d
! 1 17 K IE F F E R , T h om as John 925 1 1
t ? 20 DEW AR, John M yles 1026 11
\ t 24 W INTERS, W ill iam  Selwyn 503 ?!

Feb . 14 M cD O U G A L L , Sam uel Gladstone 478 D e ce a se d
1 1 14 M acQ U A R R IE , E d ison  M a lco lm 565 R e t ire d
1 t 20 M acL E A N , D ouglas  C h arles 1100 11
f 1 20 SEARS, John E dgar 662 D e ce a se d  (F eb . 13/64)

M ar. 20 LOEW EN, G eorge 1148 New R eg is tra t ion
A p r . 3 GOOD, G ordon  S in c la ir 1111 R e t ire d

SOLICITING -  ADVERTISING -  PARTNERSHIPS -  DISCIPLINARY CASES REPORTED TO COUNCIL

Council, at its meeting on January 6, 1964, heard two reports of cases from the Disciplinary 
Committee, concerning hearings held in December, 1963.

In one case, evidence was filed which alleged that an unqualified member of an engineering 
firm in Metropolitan Toronto was soliciting business and arranging for the ^survey to be performed by one of our 
members and that the fees for such work were split. The surveyor was summoned to appear, and the owner of 
the property who had ordered the survey, attended the hearing as a witness. The evidence given, under oath, 
by the owner who had ordered the survey, was directly contrary to the evidence submitted to the Council. The 
Discipline Committee reported to Council that in view of the sworn evidence, there had not been any infraction 
of the By-laws of the Association.

The other case involved confliction with the By-laws relating to advertising and partnerships 
with other than members of the Association. This case involved searching of Charters of Incorporation filed 
with the Provincial Secretary. The members involved were represented by solicitors at the meeting of the Com
mittee. A copy of the report of the Committee to Council was delivered to the member who made a submission 
to Council stating that -
(a) New supplementary Letters Patent were being applied for, changing the name of one of the Companies and

the name of the member was not to be included.
(b) The charter of the second Company dealing with Technical Services was surrendered and a new Company

was being formed with new shareholders and to carry on Technical Services only.
(c) The listing in the Toronto telephone directory of March, 1963, is being changed in the directory to be is 

sued in May, 1964. Letter of confirmation from the Telephone Company was submitted.
(d) Copies of new letterheads, statement forms and survey brochures were submitted.
(e) The brochure which had been used by the previous partnership has been destroyed and the member gave 

his assurance that he will not use any promotional material other than a professional card.
(f) Any authority which may have been given to any one to solicit business on behalf of the member has been

revoked. The member has promised not to grant any right or authority to any firm, person or corporation
to solicit business for him under any circumstances whatsoever.

(g) The member apologized to the Council and members of the Association for any inconvenience or embarrass
ment he may have caused and gave his assurance that such infractions of the By-laws would not recur.

The costs involved in this case have been paid by the member.


